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 ABSTRACT 
Over the past few years, emotional intelligence (EI) has generated significant interest and a 
wealth of research as a possible area of insight into what determines outstanding performance in 
the workplace (Ashworth, 2013:8; Pillay, Viviers and Mayer, 2013:1). The internal environment 
of organisations in the labour-intense hospitality industry is complex and dynamic. Given the 
unpredictability of change, the researcher found the hospitality industry to be an intriguing 
milieu within which to ascertain the importance of EI in predicting leaders’ effectiveness as a 
measure of outstanding performance. As employees are the internal customers of any hotel 
organisation, representing many hotel organisations’ only true competitive advantage, the 
purpose of this quantitative investigation was to examine the relationship between leaders’ EI 
and followers’ motivational behaviour and organisational commitment. Despite the intuitive 
plausibility of the assumption that leaders who exhibit EI competencies contribute to 
outstanding performance, the issue of followers’ motivational behaviour and organisational 
commitment as leadership indices has received little empirical attention. This study sets out to 
integrate prior findings on EI, motivation and organisational commitment, to support these 
findings in literature, and to incorporate these findings into a comprehensive conceptual 
framework. 
 
Using critical realists’ post-positivistic philosophical assumptions, the researcher used the 
Emotional and Social Competencies Inventory (ESCI) to assess leaders’ EI. Furthermore, the 
Motivational Sources Inventory (MSI) was used to assess followers’ motivational behaviour,  
while Organisational Commitment Scales (OCS) were used to assess followers’ organisational 
commitment. The survey respondents consisted of 120 leaders and 435 followers from 13 hotels 
in four prominent hotel groups in South Africa. The quantitative data collected from the surveys 
was analysed quantitatively using SPSS to reach substantial results with inferences. 
 
 The analysis of variance revealed an overall positive relationship between demographic 
variables and Leaders EI, followers’ motivational behaviour and followers’ organisational 
commitment. The correlational analysis revealed positive relationships between leaders’ EI and 
followers’ motivational behaviour and organisational commitment (R= 0.05-, p<0.01) except 
for instrumental motivation. The correlation between leaders’ emotional self-awareness and 
followers’ intrinsic process motivation was somewhat weak while the relationship between 
leaders’ emotional self-awareness and instrumental motivation was found to be sufficient, but 
statistically not significant. The researcher can conclude that generally the results of this study 
	   v	  
reveal that organisational leaders can positively influence the motivational behaviour and 
organisational commitment of their followers by enhancing their own EI competencies. The 
results add to the leadership literature by illuminating possible antecedents to leadership 
effectiveness. It is believed that this research will help the hospitality industry at large in 
clarifying the importance of EI competencies in leadership as a means of obtaining positive 
motivation behaviour and commitment from followers. Furthermore, the findings have both 
managerial and research implications for hospitality operations strategy formulation in order to 
gain competitive advantage and improve the financial position of the businesses. 
 
Key words: emotional intelligence, leadership, motivational behaviour, organisational 
commitment, followers, and hospitality industry. 
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CHAPTER 1 
INTRODUCTION AND DELIMITATION OF THE STUDY 
1.1 INTRODUCTION 
In a dynamic and complex environment like the one that currently exists in the hospitality 
industry, the drive for a motivated and committed workforce has fuelled the quest for 
understanding the competencies of the people who drive motivation and commitment in 
organisations. The internal environment of organisations in the labour-intense hospitality 
industry comprises substantial interpersonal interactions among employees and between 
employees and guests, of which emotions form a core ingredient. The importance of being able 
to deal with emotions effectively in human interaction has become apparent and critical. 
According to Bosman (2003:24), those who possess the rare skill of being able to be angry with 
the right person, to the right degree, at the right time for the right purpose, and in the right way 
have an advantage in any domain of life. However, those who are believed to be emotionally 
illiterate, blunder their way through lives marked by misunderstandings, frustrations and failed 
relationships (Matthews et al., 2002:3). It is assumed, then, that leaders who are able to 
accurately perceive their own emotions, who are able to effectively control and regulate such 
emotions and interact effectively with others to a large extent, can influence their followers’ 
motivational behaviour and organisational commitment. Currently, emotional and social 
intelligence competencies are believed to account for a substantial and important amount of the 
variance in predicting outcomes in leadership (Hughes 2014:1; Goleman and Boyatzis, 2008:2). 
Organisations require leaders who are effective, and there is convincing evidence that most 
effective leaders have a repertoire of skills that include emotional and social intelligence 
competencies which are associated with EI (Hughes 2014:1; Olakitan, 2014:265; Suhaila and 
Zahra, 2013; Yammarino, 2013:153; Kamran, 2010; Boyatzis and Ratti, 2009; Goleman, 
2009:9; Chan, 2007; Bipath 2007:7; Barbuto and Burbach 2006; Brown, Bryant and Reilly, 
2006; Cherniss, Extein, Goleman and Wessberg, 2006; Kerr, Garvin, Heaton and Boyle, 2006).   
 
Most organisations today are teetering on the edge of disaster with unprecedented changes, 
which create employees who find themselves overworked, unappreciated and constantly 
oscillating between exhaustion and fear (Hughes, 2014:1). Amid the dynamism and complexity 
that comes with unprecedented change, researchers agree that one of the most significant 
challenges facing contemporary leaders, (especially in the service industry), is the ability to 
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adapt to the constantly changing global hospitality business environment, while at the same time 
maintaining the internal dynamics of their organisations (Hughes 2014:2; Cavagnaro and Curiel, 
2012:225; Kouzes and Posner, 2010:5; Burnes 2009:3; Waring, 2003:31; Dearborn, 2002:523). 
A more people-orientated construct for gauging leadership effectiveness is emotional and social 
intelligence, which comprises a set of interpersonal and intrapersonal competencies, built on 
specific neural circuits (and related endocrine systems) that inspire others to be effective 
(Goleman and Boyatzis, 2008:1). According to Goleman and Boyatzis (2008:2) researchers 
have found that the leader–follower dynamic is not a case of two (or more) independent brains 
reacting consciously or unconsciously with each other. Rather, the individual minds become, in 
a sense, fused into a single system. Effective leaders are those whose behaviour powerfully 
leverages the system of brain interconnectedness. Leading effectively is not just about 
mastering situations, or even mastering social skill sets. It also involves developing a genuine 
interest in, and talent for fostering positive feelings in the people whose co-operation and 
support the leader needs (Goleman and Boyatzis, 2008:2).  
 
 In this study, the leader is viewed as a placeholder who may be elected, chosen or appointed to 
lead an organisation, a department or a project team; the placeholder is viewed as the source of 
leadership (Parkin, 2010:94). As leadership has become the primary means of adapting to 
changing business circumstances as posited by Lawrence (2010:4), in this study all individuals 
with formal management responsibility are viewed as leaders. Their management skills need to 
be complemented with leadership competencies in order to adapt to changing business 
circumstances. The importance of effective leadership in contemporary organisations is posited 
to begin with the establishment of the key competencies associated with effective leadership 
(Turner and Muller, 2005:49).  Kouzes and Posner (2010:5) consider leadership effectiveness to 
be a successful relationship between the leader who guides, inspires, and motivates individuals 
and a group of people who follow the guidance of the leading individual. This means that 
effective leadership is a stream of evolving interrelationships in which leaders are continuously 
evoking motivational responses from their followers and modifying their behaviours, as they 
meet responsiveness or resistance, in a ceaseless process of flow and counter-flow (Burbach, 
2004:26; Burns, 1978:440). Thus, leaders are effective when they seek to raise the 
consciousness of their followers by appealing to their ideals and moral values. This behaviour 
of leaders, where they evoke motivational response and modify their behaviour as they meet 
responsiveness or resistance, is associated with EI (Goleman, 1998:94; 2001:27; 2004:82; 
Ashkanasy and Tse, 2000:221).   
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Hotel leaders are keenly aware of the importance of their staff; they know that a warm, 
receptive welcome of guests begins with the way the leader interacts with front office staff, with 
associates in the back hallways and in employee entrances and staff break rooms. However, one 
of the problems that the industry currently faces is that hotel workers are often minimum-wage 
earners who are unable to afford the service that they provide. For them to provide a unique 
experience to guests, they too must feel appreciated and supported (Scott-Halsell, Blum and 
Huffman, 2008:136). Langhorn (2004:229) notes that the service provider is “part of the 
product itself” in the hotel industry, and for guests to be satisfied, they must not only believe 
that they have received a valuable service for their money but must also feel valued and 
respected by the workers providing the service (Kernbach and Schutte 2005; Langhorn, 2004). 
The employees are in fact the internal customers of the organisation.  Therefore, one of the 
primary duties of hotel managers is to lead in such a way that both the internal and the external 
customers experience satisfaction (Lewis, 2000; Wong and Law, 2002).  
 
It is also evident that the current state of the hotel industry is complex and dynamic in a 
globalised context which places pressure on the hotel leader to be more effective (Chathoth and 
Olsen 2002:5). Owing to the fast-changing world of work, keeping employees motivated to 
serve the organisation has become increasingly difficult for organisational leaders. As such, 
leaders must acquire skills and competencies that were not required in the past in order to 
motivate followers/subordinates and ensure they are committed to the organisation.  The skills 
sets included in EI are particularly important (Higgs and Aitken, 2003; Langhorn, 2004). Over 
the past few years, EI has generated significant interest and a wealth of current research as a 
possible area of insight into identifying the difference between average leaders and those who 
excel (Rossen, 2007). 
 
The hospitality industry has grown increasingly over the past decade and is now considered the 
fastest growing sector in South Africa.  Hospitality forms part of the tourism industry, 
constituting 67 per cent of the tourism industry as a whole (Taal, 2012). The hospitality industry 
currently forms part of the third largest and fastest-growing industry in South Africa (Taal, 
2012). Its contribution to the country's gross domestic product (GDP) was 8.2 per cent in 2002, 
8.3 per cent in 2006, 6.4 per cent during the first quarter of 2009 (Statsa, 2009), 7.9 per cent in 
2010 and 14.6 per cent in the first quarter of 2012 (Statsa, 2012). The hotel subsector of the 
hospitality industry is the dominant employer in the hospitality industry. The industry’s growing 
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contribution to the GDP highlights the importance of effective leadership for increased 
productivity in the industry. The hospitality industry has become increasingly aware that 
effective leadership is essential for optimum performance, and that its absence can result in 
lower productivity (Susan and Romana, 2007).   Jones, George and Hill (2000:463) comment 
that when leaders are effective, their followers will be highly motivated, committed to the 
organisation, and high-performing. Critical to effective leadership, according to Boyatzis and 
McKee (2007:14), is the ability to galvanise a group of followers by exhibiting behaviour that is 
aligned with a follower’s own sense of emotional reality and moral purpose. How the leader 
deals with his/her followers or subordinates in the work environment, sets the tone for how 
participative those followers will be in accomplishing organisational goals (Bennis, 2004:46; 
Boyatzis, 2005:10; Cherniss, 2001:3-12; Kouzes and Posner, 2003:5). 
 
All organisations, especially in the hospitality industry, need motivated and committed 
employees who will strive to achieve organisational goals. The benefits of a motivated and 
committed workforce are many, and they include increased job satisfaction, increased sales, 
decrease in staff turnover, decrease in intention to leave and decrease in absenteeism (Robinson, 
Perryman and Hayday, 2004:30). Motivated and committed employees thus represent a 
potential competitive advantage. In a changing business environment, keeping employees 
motivated and committed to an organisation has become increasingly difficult for leaders. 
Evidence from many studies suggests that motivation and organisational commitment among 
employees shrinks because of the effects of continuous change (Armstrong-Stassen and 
Schlosser, 2008; Trevor and Nyberg, 2008; Ugboro, 2006). Thus, creating an atmosphere that 
nurtures positive motivational behaviour and organisational commitment among the followers 
in this constantly changing environment becomes more challenging for leaders.  Traditionally, 
effective leaders have been seen as those who use reward and coercive power to encourage high 
performance, but there has been a shift to leadership that is more people-focused and inclusive 
(Klenke, 2005:50; George, 2000:1027). In contemporary organisations, all leaders are required 
to inspire and motivate others, create a sense of importance among employees, and cultivate a 
positive working environment (Durand and Calori, 2006). 
 
Current literature on leadership suggests that EI is one of the main determinants of leadership 
effectiveness (Gardner and Stough, 2003), and can be used to explain follower motivation and 
commitment in organisations.  According to Cherniss (2001:3), EI accounts for 85 to 90 per 
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cent of leadership effectiveness. EI represents a constellation of traits and abilities that are not 
fully accounted for by cognitive intelligence and traditional measures of personality (Emerling 
and Goleman, 2003:1). EI is the ability to understand and manage one’s own moods and 
emotions, the moods and emotions of other people, the ability to discriminate among them, and 
to use this information to guide one’s thinking and actions, which is an important ingredient for 
leadership effectiveness at all levels in an organisation (Mayer, Salovey and Caruso, 2000:396). 
Accordingly, emotional information processing is a necessary precursor of emotional regulation 
(Zeidner, Matthews and Roberts, 2004:371).  
 
In the hospitality industry, service delivery makes demands on service employees which often 
puts them in a state of emotional dissonance, which, if not taken care of, may result in high staff 
turnover and absence. However, it is assumed that if leaders in the industry have high levels of 
EI, and are always in good moods, followers become more positive and there is a high chance 
that they will be motivated and become committed to the organisation (Robbins, Judge, 
Odendaal and Roodt, 2009:204). Furthermore, a number of claims have been made about EI. 
According to Goleman (1997:5), EI accounts for approximately 80 per cent of success in any 
situation. Success generally refers to accomplishments. In the context of this study, success 
would mean effective leadership, which will be measured in terms of high levels of motivation 
and commitment. Successful leaders would energise their followers (internal customers), and 
convey a sense of efficacy, competence, optimism and enjoyment.  According to Goleman’s 
research in 1998, EI is twice as important as technical skills,for success in jobs at all levels and 
across industries. This means that EI depicts a sense of timing and social appropriateness, 
together with having the courage to acknowledge weaknesses, and to express and respect such 
differences based on the emotions which enable people to excel. According to Covey (2004:51), 
EI has sometimes been referred to as the right brain capacity. This is believed to be more 
creative, and a site of intuition, sensing and holistic thinking. Svyantek and Rahim (2002:299) 
regard EI as having the potential to increase individuals’ understanding of their environment 
and enable them to adapt easily. Robbins, Judge, Odendaal and Roodt (2009:204) report that 
there is a matching effect between employee and customer emotions which is known as  
emotional contagion. Based on this effect, it is assumed that if leaders feel excited, enthusiastic 
and active, they may very well be more likely to energise their followers (internal customers), 
and to convey a sense of efficacy, competence, optimism and enjoyment, which should 
influence guest satisfaction and the level of repeat business.  
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Covey (2004:52) asserts that there is a great deal of research suggesting that, in the long run, EI 
is a more accurate determinant of successful communications, relationships and leadership than 
mere mental intelligence. Covey had this to say about the contribution and value of EI: 
For star performance in all jobs, in all fields, emotional competency is [crucial]. 
For success at the highest levels, in leadership positions, emotional competence 
accounts [for] virtually the entire advantage … Given that emotional 
competence makes up two-thirds or more of the ingredients of a standout 
performance, the data suggest that finding people who have these abilities, or 
nurturing them in existing employees, adds tremendous value to an 
organisation’s bottom line (Goleman, as cited in Covey, 2004:52). 
The above quotation posits that EI becomes more and more important in the top levels of the 
management pyramid. EI is also claimed to affect a wide array of work behaviours such as 
employee commitment, teamwork, the development of talent, innovation, quality of service and 
customer loyalty, as well as team conflict resolution and leadership (Zeidner et al., 2004; Jordan 
and Troth, 2004). Abraham (2006:65) associates EI with dynamic leadership, satisfying 
personal experiences, and success in the workplace. Abraham (2006) identifies EI competences 
such as self-awareness, self-regulation and motivation as being essential for success, since these 
qualities improve an individual’s ability to recognise personal strength and weakness, to 
develop good self-esteem, maintain integrity, demonstrate flexibility, take responsibility for 
personal actions, and to take the initiative in striving for excellence (Abraham, 2006:66). 
Goleman (1998) posits that effective leadership has become more dependent on the 
interpersonal skills of the leader in the reciprocal relationship between leader and follower. 
Gardner and Stough (2002:68) concur that EI has become very common in management 
literature, as a fundamental attribute of effective leadership. Emotionally intelligent leaders are 
believed to use their emotions to improve their decision-making and to instil a sense of 
enthusiasm, trust and co-operation in followers through interpersonal relationships (George, 
2000:1028). Given the emphasis being placed on EI, it is the aim of this study to investigate the 
relationship between leaders’ EI and followers’ motivational behaviour and organisational 
commitment in that reciprocal relationship in the context of the hospitality industry. 
Understanding the motivational behaviour and organisational commitment of employees in the 
hospitality industry presents a momentous opportunity for organisational performance 
improvement. Gaining greater knowledge of the relationship between leaders’ EI and followers’ 
motivational behaviour and commitment may uncover an opportunity to make a substantial 
impact on the EI competence development of leaders in organisations. 
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A close analysis reveals that interest in the EI construct appears to be strongly related to the 
ongoing search for an effective way to secure sustainable competitive advantage, which is 
believed to develop through giving attention to “people issues” in organisations. This chapter 
serves as the introduction to the research. The chapter starts by providing a background for and 
context of the research, as given above, which leads to the problem statement, the purpose of 
the research and the research objectives. A conceptual framework of proposed relationships in 
the study is provided and, based on the framework, a number of research questions and 
hypotheses are generated. The research design and methodology is introduced covering the 
primary and the secondary studies associated with the study. The chapter also provides an 
outline of the scope, limitations and delimitations of the field of study. Prior research on EI, 
motivational behaviour and organisational commitment is identified, and the contributions of 
the study are outlined. The chapter ends with an outline of the structure of the study. 
1.2 STATEMENT OF THE PROBLEM 
EI, as a current and emerging concept for developing effective leadership, which motivates and 
enhances organisational commitment, is a topic of interest for modern organisational leaders. 
Effective leaders must have both hard technical skills to control the triple constraints (cost, time, 
and scope) and interpersonal and nontechnical soft skills (EI) to work effectively with their 
team and stakeholders. Although the importance of EI is well documented, a gap exists in the 
literature regarding the relationship between leaders’ EI and followers’ motivational behaviour 
and organisational commitment. There has been little empirical research examining the 
relationship between EI and followers’ motivational behaviour and organisational commitment 
in the hospitality industry. Consequently, the specific problem investigated in this research 
study was that researchers and leaders in many industries, including the hotel industry, are 
challenged to understand whether highly emotionally intelligent leaders influence 
employees/followers’ motivational behaviour and commitment to the organisation (Reid and 
Crisp, 2007:1).  According to Reid and Crisp (2007:1), there is an old axiom that “people don’t 
leave companies, they leave bosses”. This axiom highlights the benefits of research on 
employee motivational behaviour and organisational commitment as compelling. Researchers 
agree that a high level of motivation and organisational commitment produces a positive effect 
on the job performance, absenteeism, and turnover (Kwantes, 2007; Gellatly, Meyer, and 
Luchak, 2006; Meyer and Allen, 1997; Perryer and Jordan, 2005; Yukl and Lepsinger, 2004). 
However, despite the overwhelming acknowledgement of the importance and value of 
motivation and organisational commitment, there has been limited research that specifically 
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addresses the leader’s EI and followers’ motivational behaviour and organisational commitment 
(Perryer and Jordan, 2005:379). 
 
This quantitative research study involved examining the relationship between EI and 
motivational behaviour and organisational commitment in the hotel industry by surveying 
managers and employees of selected hotel groups. This problem has been identified in the 
industry as one of the potential research areas that may help to resolve issues related to staff 
turnover and low morale, loyalty and commitment in the industry, which has become dynamic 
and complex in a globalised context. The problem investigated in this research was posed as 
follows: Is there a relationship between leaders’ EI  and followers’ motivational behaviour and 
organisational commitment? 
1.3 PURPOSE OF THE STUDY 
The current world order reflects an accelerated and unprecedented rate of change (Burnes 2009; 
Dunphy, Griffiths and Benn, 2007; Prins and van Niekerk, 2001). The Internet, globalisation, an 
increasingly diverse workforce with needs, aspirations and attitudes different from those of their 
leaders, and a more educated workforce, along with personal and emotional issues, are all 
finding their way into the workplace, making it vital for leaders to enhance connectedness to the 
individuals they lead. Since employees are the internal customers of any hotel organisation, 
representing many hotel organisations’ only true competitive advantage, leaders need to keep 
employees motivated and committed to the organisation in order to achieve organisational 
goals. Issues pertaining to followers’ motivational behaviour and commitment in the hotel 
industry need to be addressed, as they may, in extreme cases, result in high staff turnover which 
on average stands at 50 per cent, resulting in reduced organisational productivity and 
profitability (Piotrowski and Plash, 2006; Stanford, 2005; Mehta, 2005).  
 
Researchers have found that individuals who are high in EI competencies have a greater 
tendency to influence motivational behaviour and ultimately organisational commitment 
(Abraham 2006; Cooper and Sawaf, 1997; Goleman, 1998; Lam and Kirby, 2002). These 
researchers agree that intelligence quotient and technical skills account for between four to ten 
per cent of performance by individuals in organisations, while EI was doubly important to other 
jobs’ scopes at all levels. However, a small percentage of individuals in organisations possess 
motivational drive that is associated with EI (Merlevede, Bridoux and Vandamme 2006). It is 
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believed that using EI in organisations can be effective in numerous ways including (a) 
attracting and retaining employees, (b) improving skill sets, (c) building groups of people who 
can work together to ensure commitment, (d) uplifting employees’ morale and motivation, and 
(e) ensuring that innovation continues to thrive in organisations, which can increase 
productivity (Bar-On, 1997; Brown, 2005:9) especially in the face of change. The relationship 
between the EI of leaders and followers motivational behaviour and organisational commitment 
will be investigated in this study as a way of enhancing effective leadership in hotel businesses.  
 
Various researchers (Bryson, 2008; Kerr, Garvin, Heaton, and Boyle, 2006; Matthews, Zeidner, 
and Roberts, 2004; Meredith, 2007; Vitello-Cicciu, 2002) have attempted to relate EI to 
leadership style, performance improvement, job satisfaction, and leadership effectiveness using 
empirical evidence. However, these researchers mainly focused on high-level organisational 
settings in the public sector or in military or academic institutions and have conducted very little 
research on the hotel industry. Even where effective leadership was related to EI, followers’ 
motivational behaviour and organisational commitment have not been addressed as specific 
leadership indices in the hotel industry. 
 
Given the anticipated dynamics and complexity of the hotel industry as previously discussed, as 
well as the lack of understanding and research attention given to changing motivational 
behaviour and declining organisational commitment, the purpose of this study is three-fold. 
Firstly, it is to investigate the relationship between the leader’s EI and followers’ motivational 
behaviour and organisational commitment within the context of the hotel industry. Specifically, 
do the followers of leaders with higher EI exhibit certain motivational behaviours and certain 
types and levels of organisational commitment? Secondly, this study aims to provide empirical 
substantiation for the relationship between leaders’ EI and followers’ motivational behaviour 
and organisational commitment while adding to the leadership literature by illuminating 
possible antecedents to leadership effectiveness. Thirdly, the study will examine the notion that 
El in leaders is one possible solution for the problem of poor motivation and declining 
commitment in the industry. Without a better understanding of the leader/follower 
EI/motivational behaviour and organisational commitment relationships, leaders run the risk of 
continued problems related to motivation and a decline in organisational commitment in an 
industry that has become dynamic and complex. To address the purpose of this study, the 
research objectives will be explained in the next section. 
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1.4 RESEARCH OBJECTIVES 
1.4.1 Primary research objective 
To achieve the purpose of this study, the primary objective was to identify, investigate and 
empirically test the possible relationships between leaders’ EI and followers’ motivational 
behaviour and organisational commitment in the hospitality industry to enhance leadership 
effectiveness. Based on the primary objective, the aim was to confirm or not support the 
assumed existence of these relationships and measure the influence of each.  
 
Based on secondary literature, anecdotal evidence and expert opinions, a conceptual framework 
depicting the relationships between leaders’ EI and followers’ motivational behaviour and 
organisational commitment was designed. These relationships were then tested by means of an 
empirical investigation. The ensuing model will not only augment knowledge of this type of 
relationship structure, but will also facilitate its success in organisations. 
1.4.2 Secondary research objectives 
To address the primary objective of this study, the following secondary research objectives have 
also been identified:  
• To develop a theoretical framework, suggest hypotheses, and construct a path diagram 
of the relationships between the leaders’ EI, and followers’ motivational behaviour and 
organisational commitment.  
• To empirically test the theoretical framework and suggested hypotheses, namely the 
relationship between the independent variable EI and the dependent variables followers’ 
motivational behaviour and organisational commitment by analysing the data. 
• To empirically test the relationship between selected demographic variables and the 
independent and dependent variables. 
• To make recommendations based on the results of the statistical analysis. 
1.5 RESEARCH QUESTIONS AND HYPOTHESES 
For the purpose of this research study, EI is based on Goleman’s 2001 EI model, which is a 
refinement of his 1995 and 1998 work. According to Goleman (1998:33), EI is the capacity for 
recognising our own feelings and those of others, for motivating ourselves, and for managing 
emotions well in ourselves and in our relationships. EI, according to Goleman’s (2001) model, 
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is a learned capability (competence) that results in outstanding performance (Hay Group, 
2006:2; Goleman, 2001:27). This model of EI is based on those competencies enabling 
individuals to demonstrate the intelligent use of their emotions in effectively managing both 
themselves and others at work. They view EI as a convenient phrase to focus attention on 
human talent and to anchor the consequences of the individual’s behaviour and, more 
specifically, success or effectiveness at work. An EI competence according to this model is “a 
learned capacity based on EI that contributes to effective performance at work” (Hay group, 
2006:2). According to this EI model, EI is claimed to affect a wide array of work behaviours 
such as employee commitment, teamwork, motivation and development of talent, innovation, 
quality of service and customer loyalty, as well as team conflict resolution, and leadership 
(Zeidner et al., 2004; Jordan and Troth, 2004). Abraham (2006) associates EI with dynamic 
leadership, satisfying personal experiences and success in the workplace. 
 
For the purpose of this study, motivation refers to psychological forces that determine the 
direction of a person’s behaviour in an organisation, a person’s level of effort, and a person’s 
level of persistence (Jones et al., 2000:427). Motivational behaviours, on the other hand, are 
behavioural indicators of sources of motivation (Barbuto, 2002:2). Organisational commitment 
for the purpose of this study is defined as the psychological link between the employee and the 
organisation and the employee's desire to remain with the organisation. It characterises the 
employee's relationship with the organisation and has implications for the decision to continue 
membership in the organisation (Meyer and Allen, 1997). 
 
Since the primary objective of this study was to identify, investigate and empirically test the 
possible relationships between leaders’ EI and followers’ motivational behaviour and 
organisational commitment in the hospitality industry, a theoretical framework, Figure 1.1 
below, was constructed with all the variables and their relationships as identified in the 
literature, in order to empirically test the framework. EI was identified as the independent 
variable, defined from a competence model perspective, details of which are provided in section 
2.3.3. Based on this model, EI comprises four clusters, namely self-awareness, self-
management, social awareness and relationship management, with each cluster consisting of 
various dimensions. Motivational behaviour and organisational commitment, on the other hand, 
were identified as the dependent variables. Motivational behaviour comprises five dimensions, 
namely intrinsic processes, instrumental motivation, external self-concept, internal self-concept 
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and goal internalisation. Organisational commitment comprises three dimensions which are 
affective, normative and continuance commitment. 
 
Figure 1.1: Theoretical framework  
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The theoretical framework presents the proposed relationships between EI 
competencies of the leaders and followers’ motivational behaviour and organisational 
commitment. 
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1.5.1 Research questions 
In view of the research purpose and the research objectives outlined above, the following main 
research questions were formulated: 
1. What is the relationship between the leaders’ EI and followers’ motivational behaviour?  
2. What is the relationship between leaders’ EI and followers’ organisational 
commitment? 
3. What is the relationship between leaders’ EI and selected demographical variables? 
4. What is the relationship between followers’ motivational behaviour and selected 
demographic variables? 
5. What is the relationship between followers’ organisational commitment and selected 
demographic variables? 
1.5.2 Research hypotheses 
The following hypotheses and sub-hypotheses, as depicted in Figure 1, were formulated from 
the research questions above to represent all the relationships contained in the theoretical 
framework that will be empirically tested in this study: 
First hypothesis and sub-hypotheses: 
H1:  There is a positive linear relationship between leaders’ emotional self-awareness and 
motivational behaviour. 
H1.1:  There is a positive linear relationship between a leader’s emotional self-awareness and 
intrinsic processes of motivation. 
H1.2:  There is a positive linear relationship between a leader’s emotional self-awareness and 
instrumental motivation. 
H1.3:  There is a positive linear relationship between a leader’s emotional self-awareness and 
external self-concept. 
H1.4: There is a positive linear relationship between a leader’s emotional self-awareness and 
internal self-concept. 
H 1.5:  There is a positive linear relationship between a leader’s emotional self-awareness and 
goal internalisation. 
Second hypothesis and sub-hypotheses: 
H2:  There is a positive linear relationship between leaders’ self-management and 
motivational behaviour. 
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H2.1:  There is a positive linear relationship between a leader’s self-management and intrinsic 
processes of motivation. 
H2.2:  There is a positive linear relationship between a leader’s self-management and 
instrumental motivation. 
H2.3:  There is a positive linear relationship between a leader’s self-management and external 
self- concept. 
H2.4:  There is a positive linear relationship between a leader’s self-management and internal 
self- concept. 
H2.5:  There is a positive linear relationship between a leader’s self-management and goal 
internalisation. 
 
Third hypothesis and sub-hypotheses: 
H3:  There is a positive linear relationship between leaders’ social awareness and 
motivational behaviour. 
H3.1:  There is a positive linear relationship between a leader’s social awareness and intrinsic 
processes of motivation. 
H3.2:  There is a positive linear relationship between a leader’s social awareness and 
instrumental motivation. 
H3.3:  There is a positive linear relationship between a leader’s social awareness and external 
self- concept. 
H3.4:  There is a positive linear relationship between a leader’s social awareness and internal 
self- concept. 
H3.5:  There is a positive linear relationship between a leader’s social awareness and goal 
internalisation. 
 
Fourth hypothesis and sub-hypotheses: 
H4:  There is a positive linear relationship between leaders’ relationship management and 
motivational behaviour. 
H4.1:  There is a positive linear relationship between a leader’s relationship management and 
intrinsic processes of motivation. 
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H4.2:  There is a positive linear relationship between a leader’s relationship management and 
instrumental motivation. 
H4.3:  There is a positive linear relationship between a leader’s relationship management and 
external self-concept. 
H4.4:  There is a positive linear relationship between a leader’s relationship management and 
internal self-concept. 
H4.5:  There is a positive linear relationship between a leader’s relationship management and 
goal internalisation. 
 
Fifth hypothesis and sub-hypotheses: 
H5:  There is a positive linear relationship between leaders’ self-awareness and organisational 
commitment. 
H5.1: There is a positive linear relationship between a leader’s emotional self-awareness and 
affective organisational commitment. 
H5.2:  There is a positive linear relationship between a leader’s emotional self-awareness and 
continuance organisational commitment. 
H5.3:  There is a positive linear relationship between a leader’s emotional self-awareness and 
normative organisational commitment. 
 
Sixth hypothesis and sub-hypotheses: 
H6:  There is a positive linear relationship between leaders’ self-management and 
organisational commitment. 
H6.1:  There is a positive linear relationship between a leader’s self-management and affective 
organisational commitment. 
H6.2:  There is a positive linear relationship between a leader’s self-management and 
continuance organisational commitment. 
H6.3:  There is a positive linear relationship between a leader’s self-management and 
normative organisational commitment. 
 
Seventh hypothesis and sub-hypotheses: 
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H7:  There is a positive linear relationship between leaders’ social awareness and 
organisational commitment. 
H7.1:  There is a positive linear relationship between a leader’s social awareness and affective 
organisational commitment. 
H7.2:  There is a positive linear relationship between a leader’s social awareness and 
continuance organisational commitment. 
H7.3:  There is a positive linear relationship between a leader’s social awareness and normative 
organisational commitment. 
 
Eighth hypothesis and sub-hypotheses: 
H8:  There is a positive linear relationship between leaders’ relationship management and 
organisational commitment. 
H8.1:  There is a positive linear relationship between a leader’s relationship management and 
affective organisational commitment. 
H8.2:  There is a positive linear relationship between a leader’s relationship management and 
continuance organisational commitment. 
H8.3:  There is a positive linear relationship between a leader’s relationship management and 
normative organisational commitment. 
 
To establish if the proposed theoretical framework presented above could be generally applied 
to different demographic groupings, additional statistical analysis was undertaken to establish 
whether significant relationships between selected demographic variables and the independent 
variable (leader EI) and the dependent variables (follower motivational behaviour and 
organisational commitment) were found. Consequently, the following null hypotheses were 
formulated and tested: 
H0a:  There is no significant linear relationship between the selected demographic variables 
and leaders’ EI. 
H0b:  There is no significant linear relationship between the selected demographic variables 
and followers’ motivational behaviour. 
H0c:  There is no significant linear relationship between the selected demographic variables 
and followers’ organisational commitment. 
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1.6 RESEARCH DESIGN AND METHODOLOGY 
A research design is a plan or blue print of how the researcher intends to conduct the research. 
The research methodology on the other hand focuses on the processes and procedures adopted 
for the study (Mouton, 2004:55-56). To address the objectives of this study and to test the 
hypothesised relationships, the study was divided into two main sections, namely the primary 
and the secondary study. Below an outline of the two sections is given; a more detailed 
explanation will be provided in Chapter 5. 
1.6.1 Secondary study 
In order to achieve the objectives of this research, a thorough literature review was conducted in 
order to identify the perceived relationships between leaders’ EI and followers’ motivational 
behaviour and organisational commitment. The process of reviewing literature involved the 
examination of related documentation and previous research related to the topic of study. The 
purpose was to guide current research by exploring the perceived relationships among variables 
in the study from previous studies. A review of the literature, according to Creswell (2014), is a 
critical element of any academic study as the literature review provides insight into previous 
research and contains threads of both theory and application to which new research can connect. 
According to Cone and Foster (2004), the results of the reviewed literature assist in synthesising 
information into a coherent review noting the main themes, strengths, and weaknesses of the 
area of study. In this comprehensive literature review, the researcher identified the various 
elements of the relationships in the theory that form the basis of this study. The conceptual 
framework as depicted in Figure 1.1, is derived from and based on the analysis of the relevant 
secondary sources. The researcher carried out a data search on international and national 
databases such as EbSco, ProQuest and many other Internet search engines such as Google and 
Yahoo, and EI and leadership websites. Despite the numerous sources in which EI is published, 
thesis and abstract databases had the largest amount of recent literature in the field of EI, 
consequently they were consulted extensively. However, it is acknowledged that the above-
mentioned sources are not the only sources of information available concerning EI in 
leadership. However, as far as could be ascertained, no similar research study has previously 
been undertaken on the relationship between leaders’ EI and followers’ motivational behaviour 
and organisational commitment in the hospitality industry in South Africa.   
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1.6.2 Primary study 
The primary study in this research involved the following four main elements: (a) selecting an 
appropriate research paradigm, (b) identifying an appropriate sample, (c) employing the 
appropriate data collection methods, and (d) choosing appropriate data collection and analysis 
methods. For each of the elements, a brief introduction is provided in the paragraphs below. 
Further details are provided in Chapter 5. 
 
The post-positivism research paradigm was adopted for this study. Post-positivism is a current 
research paradigm that is based on the assumption that there is no such thing as one correct 
scientific method; instead, the method to be applied in a particular study should be selected 
based on the research question being addressed (Trochin, 2006:2). Of the two forms of post- 
positivism (critical realism and subjectivism), critical realism was used to accomplish the 
research objectives. Critical realists believe that there is a reality independent of our thinking 
about it that can be studied scientifically.  
 
A survey strategy was employed in the study, which required the use of large samples so that 
the findings from the representative sample could be taken to be true for the entire population 
and so that the envisioned statistical analysis could be undertaken (Collis and Hussey, 2009:76). 
For this particular study two specific sampling methods were employed, namely purposive 
sampling and stratified sampling. Based on the sampling techniques employed, four hotel 
groups in South Africa with properties in three selected provinces were selected for this study 
and their four-star and five-star hotels were chosen as the organisations of the study. The 
participants were all employees in all the hotels identified as leaders/managers and 
followers/subordinates in the selected hotels.  
 
The data needed for hypothesis testing was acquired from primary sources by means of two 
self-administered surveys.  The first survey was for all the participants identified as followers/ 
subordinates canvassing their opinions on their leader/manager’s EI, and their own motivational 
behaviour and organisational commitment. The second survey was for all the participants 
identified as leaders/managers soliciting their opinions on their own EI. Data was collected 
during data collection sessions that were arranged with the hotels. All the collected data was 
then analysed statistically using SPSS. 
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The first phase of data analysis involved an assessment of the construct validity of the research 
instruments. Exploratory factor analysis was specified, to identify the underlying structure 
among the variables in the analysis. To assess the reliability of the research instrument, 
specifically the internal consistency of the research instrument’s scales, Cronbach alpha 
reliability coefficients were calculated. The data analysis method employed to provide evidence 
for the research questions used two major functions outlined by Singleton and Straits (2005), 
namely descriptive and inferential statistics. 
 
Participation in this research was voluntary, and anonymous.  Data was handed to the research 
supervisor for storage after analysis. A covering letter and relevant consent statements 
accompanied the research instruments See Appendices A and B, sections A and B respectively.  
The research adhered to the ethical research requirements of the Rhodes University Department 
of Management’s Human Ethics Research Committee. 
 
1.7 SCOPE OF THE STUDY AND DEFINITION OF CONCEPTS 
The scope of the research was limited to the relationship between assessment of EI and 
assessment of motivational behaviour and organisational commitment. Four hotel groups in 
South Africa with properties in three selected provinces were chosen and their four-star and 
five-star hotels were chosen as the organisations of the study. The participants were lower-level, 
mid-level and senior-level management positions and their followers. The participants were 
asked to respond to two self-administered surveys. 
 
The study was confined to surveying the EI of fulltime leaders and their demographic 
information together with motivational behaviour and organisational commitment of their 
fulltime followers and their demographic information, in the selected hotel groups in South 
Africa. The adopted narrow scope and sample size of the current research study to three South 
African provinces, and four specific hotel groups can restrict the knowledge that may have 
otherwise been gained through broader scope studies. Furthermore, organisational cultures of 
hotel groups in the service industry differ from the bureaucratic cultures of the civil service or 
other industries with different cultures, which may limit both the transferability, and 
generalisability of the results to other industries. Generalisability can also be affected by 
organisational nuances and cultural particulars of one hotel that can vary from one hotel to 
20	  
	  
another, even in the same hotel group.  The results of the research were also limited by the 
honesty and accuracy of the participants’ responses to the two surveys. However, as the sample 
is deemed a true reflection of the population of the study (see section 5.3.1), the results of this 
study can be generalised to all hotel groups in the specified population.  
 
The following concepts are relevant to the purpose of this research study and they are 
operationally defined in this section. 
 
Emotional Intelligence   
• The competencies that enable one to “engage in sophisticated information processing 
about one’s own and others’ emotions and the ability to use the information as a guide to 
thinking and behaviour” (Mayer, Salovey and Caruso, 2008:507).   
• An array of interrelated emotional and social competencies and skills that determine 
how effectively individuals understand and express themselves, understand others and 
relate with them, and cope with daily demands, challenges and pressures (Bar-On, 
2010:57). 
• The capacity for recognising our own feelings and those of others, for motivating 
ourselves and for managing emotions effectively in ourselves and others (Hay Group, 
2011:2; 2006:2). 
 
EI competence is “a learned capability based on EI that results in outstanding performance at 
work” (Goleman, 1998b). “While our EI determines our potential for learning the fundamentals 
of self-mastering and the like, our emotional competence shows how much of that potential we 
have mastered in ways that translate into on-the-job capabilities” (Goleman, 2001:25). 
 
Leadership is “a multi-level (person, dyad, group, collective) leader-follower interaction 
process that occurs in a particular situation (context) where a leader (e.g. superior; supervisor) 
and followers (e.g. subordinates, direct reports) share a purpose (vision, mission) and jointly 
accomplish things (e.g. goals, objectives, tasks) willingly (e.g. without coercion)” (Yammarino, 
2013:150). 
A leader is a placeholder who may be elected, chosen or appointed to lead an organisation, a 
department or a project team and the placeholder is viewed as the source of leadership (Parkin, 
2010:94). The leader can be a superior, immediate manager or supervisor who takes on a 
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guiding, inspiring, and motivational role. As leadership has become the primary means of 
adapting to changing business circumstances as posited by Lawrence (2010:4), in this study all 
individuals with formal management responsibility are viewed as leaders. Their management 
skills need to be complemented with leadership competencies in order to adapt to changing 
business circumstances. 
 
Followers are individuals or groups of people, direct reports or subordinates who follow the 
guidance of the leading individual, and share a common purpose with the leader. Leaders should 
strive to create a vision that reflects the concerns and aspirations of the followers (Hellriegel et 
al., 2012:216). 
 
Leadership effectiveness is a successful relationship between an individual (leader) who takes 
on a guiding, inspiring, and motivational role, and an individual or group of people (follower) 
who follow/s the guidance of the leading individual (Kouzes and Posner, 2003:5). For the 
purpose of this research successful relationships are measured in terms of motivational 
behaviour and organisational commitment. 
 
Motivation refers to “the conscious or unconscious stimulus for action towards a desired goal 
especially resulting from psychological or social factors which give purpose or direction to 
human or animal behaviour” (Oxford English dictionary, 2009:10). In organisational behaviour 
literature, the concept of work motivation is widespread and denotes the application of the 
motivation construct defined above to work settings. 
 
Motivational behaviours are behavioural indicators of sources of motivation (Barbuto, 
2002:2). This implies that followers must be adequately energised and stimulated; must have a 
clear point in mind about what they want to achieve and should be ready to use their energies 
for a sufficient time in order to achieve their goals. In this study, motivational behaviour is used 
as a synonym for work motivation /motivation.  
 
Organisational commitment is the psychological link between the employee and the 
organisation and the employee's desire to remain with the organisation. It characterises the 
employee's relationship with the organisation and has implications for the decision to continue 
membership in the organisation (Meyer and Allen, 1997). It is the “relative strength of an 
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individual’s identification with and involvement in a particular organization” (Mowday, Steers 
and Porter, 1979: 226).  
 
1.8 PRIOR RESEARCH AND CONTRIBUTION OF THE STUDY 
Subsequent to Goleman's 1995 work, a number of studies were conducted to examine the 
relationship between EI and leadership effectiveness (see section 2.4.2). Research by Goleman 
(1998a, 1998b and 2001), Palmer Walla, Burgess and Stough (2001) and Caruso and Salovey 
(2004) have indicated a positive relationship between EI and leadership effectiveness. While a 
significant amount of dissertation material relating to motivation was found, there is not much 
research aligning it with EI. A significant amount of research on the relationship between EI 
and organisational commitment in the workplace was found.  Abraham (1999), in one study, 
discovered that El explained 15 per cent of the variance in organisational commitment. 
Humphreys, Brunsen and Davis (2005) found a significant correlation (0.303) between El and 
affective organisational commitment. Likewise, Nikolaou and Tsaousis (2002) revealed a 
positive correlation (0.53) between total El and employee organisational commitment. Carmeli 
(2003) discovered significant positive correlations between El and performance (0.32), and 
between El and affective commitment (0.24). The studies published since Goleman's (1995, 
1998a, 1998b) original work concerning El and positive organisational outcomes establish the 
foundation for examining the EI/organisational commitment relationship in the current study.  
 
However, not all studies to date have demonstrated a significant and positive relationship 
between El and organisational commitment (Rozell, Pettijohn, and Parker, 2004; Humphreys, 
Weyant, and Sprague, 2003) and no study was found that addressed the relationship between 
leader EI and follower organisational commitment in the hotel industry; furthermore, no 
significant research aligning motivational behaviour with its connection to EI of the leaders in 
the hotel industry was found. Humphreys, Weyant, and Sprague (2003) examined the 
relationship between leader behaviour, follower commitment, and the emotional and practical 
intelligence of each. The results of the study showed that leader El was not significantly 
correlated with follower organisational commitment. Rozell, Pettijohn, and Parker (2004) also 
published a study that casts doubt on the relationship between El and organisational 
commitment. In a study with a sample of 103 sales personnel, El and organisational 
commitment were not significantly correlated. Thus, with conflicting evidence regarding the 
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existence of an EI/organisational commitment relationship, additional research is clearly 
warranted. Accordingly, the current research is aimed at exploring the relationship between 
leaders’ EI and followers’ organisational commitment and motivational behaviour.  
 
1.9 STRUCTURE OF THE STUDY 
This thesis comprises the following seven chapters: 
Chapter 1 focuses on introduction and delimitation of the study. 
   
Chapter 2 focuses on the review of literature relating to EI in organisations. The chapter begins 
with a conceptualisation of EL with a detailed historical background to the theory of EI and an 
overview of important theoretical models of EI. The competency model is presented, including 
a highlight of its clusters. Justification is then provided for the researcher adopting the 
competence model for this study. EI and its impact in the workplace is explored. The chapter 
then provides an overview of leadership effectiveness and the influence of EI on leadership 
effectiveness as defined by motivational behaviour and organisational commitment as specified 
in the proposed model.  
 
Chapter 3 focuses on literature relating to motivational behaviour in organisations. Firstly, 
work motivation, as a construct is conceptualised. Work motivation typologies are presented 
together with a justification for the researcher’s adoption of the motivation sources taxonomy 
for this study. The chapter also highlights current findings on work motivation and motivational 
behaviour in the hospitality industry. Some findings on motivation and effective leadership are 
presented.  The chapter ends with a brief review of literature on motivation and leaders’ EI.  
 
Chapter 4 focuses on the review of literature relating to organisational commitment. The 
chapter begins with a general discussion of organisational commitment. Different organisational 
commitment typologies are presented, including some of the developments on organisational 
commitment in the past decade. The model adopted for this study is explained. The chapter then 
provides an overview of how organisational commitment develops with a focus on different 
commitment antecedents. The chapter also provides an overview of findings on the relationship 
between organisational commitment and leadership. The importance of organisational 
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commitment in the hotel industry is reviewed. The relationship between organisational 
commitment and EI is also reviewed.  
 
In Chapter 5, the research design and methodology are explained and motivated. The chapter 
begins with an overview of research philosophy. The research paradigm and research design are 
presented and justification is provided for adopting the post-positivism research paradigm. The 
various assumptions of the research paradigm are provided. The chapter provides details on the 
participants of the research. Quality perspectives of the study are also presented. The chapter 
also provides details of the data collection and analysis methods used in the study. The chapter 
ends with a presentation of all the ethical considerations of the study. 
 
Chapter 6 presents the empirical results of the study.  The results of the empirical analysis of 
the influence of the independent variable EI on the dependent variables motivational behaviour 
and organisational commitment are subsequently presented. In addition, the relationship 
between selected demographic variables and the dependent variables as found in the 
quantitative analysis is presented. 
 
Chapter 7 presents discussions, conclusions and recommendations. The contributions and 
implications of the study and shortcomings of this study are outlined. The chapter ends with 
recommendations and directions for future research. 
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CHAPTER 2 
AN OVERVIEW OF EMOTIONAL INTELLIGENCE AND 
RELATED CONCEPTS 
2.1 INTRODUCTION 
Research on EI in the context of leadership has remained a recurring area of interest for more 
than 10 years (Pillay, Viviers and Mayer, 2013:1).  
 
The idea of EI has struck a particular chord with many leaders today, because it 
affirms what many have assumed for long that general intelligence as measured by 
IQ, is not the only critical factor in predicting the success of leaders in real everyday 
organisations  (Ashworth, 2013:8).  
 
The complexity of the internal environment of organisations in the labour-intense hospitality 
industry (Hinkin, 2011:4; Nicolades, 2010:3) and the unpredictability of change (Burnes, 
2009:10) makes it an intriguing milieu within which to ascertain the importance of EI.  
According to Slatten (2011:9), “it is vital for service providers to understand the role of 
emotions in service encounter.” Slatten (2011:9) is supported by Rhoden and Alexieva 
(2011:36) who indicate that EI is associated with successful hospitality management. Despite 
the implicit and explicit links between EI and leadership effectiveness, little empirical research 
attention has been given to understanding EI in the hospitality industry (Scott-Halsell, 2006:16). 
More specifically, little research has focused on the relationship between leaders’ EI and 
followers’ motivational behaviour and organisational commitment as leadership indices 
(pointers or representations of leadership) in the hospitality industry.   
 
The contemporary view of EI comprises emotional and social intelligence competencies that are 
believed to account for a substantial and important amount of the variance in predicting 
outcomes in most work situations (Boyatzis, 2008:5). EI is also claimed to affect a wide array of 
work behaviours such as employee commitment, teamwork, the development of talent, 
innovation, quality of service and customer loyalty, as well as team conflict resolution and 
leadership (Zeidner et al., 2004; Jordan and Troth, 2004). Given the context of the hospitality 
industry (See section 1.1), the need for successful leaders who are emotionally intelligent in 
hospitality appears to be imperative. 
26	  
	  
In this chapter, a conceptualisation of EI is provided, beginning with a historical overview of 
intelligence and its relationship to EI followed by the definitions of EI. Various EI models are 
discussed with an emphasis on the competency model adopted for this study. A justification for 
adopting the competence model in the study is provided. The chapter also provides a review of 
literature on leadership and EI with a contextualisation of leadership, as well as a discussion on 
leadership effectiveness, and its relationship to EI. The chapter ends with a summary of the 
issues addressed in the chapter. In the next session a conceptualisation of EI is provided. 
 
2.2 EI CONCEPTUALISED 
In order to have a clear understanding of the concept of EI, it is deemed necessary to first 
provide a historical overview of intelligence and its relationship with EI. 
2.2.1 Historical overview of intelligence and its relationship with EI 
It is argued that the concept of EI has evolved from the various propositions of people who tried 
to understand human intelligence and how it works, such as Thorndike (1920), Katz (1974), 
Wechsler (1940), Gardner (1983), Mayer and Salovey (1990), Bar-On (1997) and Goleman 
(1995; 1998; and 2001). For centuries psychologists have been trying to measure and define 
intelligence (Plucker, 2014:1). The term intelligence was first presented in the literature during 
the twentieth century (Prins, 2006:63). Traditionally intelligence was viewed as the “capacity 
for learning, and [the] ability to recall, integrate constructively, and apply what one has learned; 
[as well as] the capacity to understand and think rationally” (Sadock and Sadock, 2000:684).  
This capacity was traditionally measured and expressed as an intelligent quotient (IQ). 
However, in 1920, Thorndike already argued in favour of the need to highlight the different 
aspects of intelligence (Thorndike, 1920:228). In this section different aspects of intelligence 
are discussed such as social intelligence and non-cognitive intelligence.  
 
Thorndike (1920:228) developed the concept of social intelligence, which he defined as the 
“ability to understand and manage men and women, boys and girls . . . to act wisely in human 
relations.” According to this definition, social intelligence is portrayed as the ability to act or 
behave wisely in relation to others, and it can be distinguished from the mechanical and abstract 
forms in the intelligence quotient. According to Thorndike (1920:228), mechanical intelligence 
is the ability to visualise relationships between objects to help in understanding the physical 
world, while abstract intelligence is the ability to deal with words symbols and concepts. On the 
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other hand, social intelligence involves understanding one’s behaviour and the motive thereof, 
as well as that of others and being able to use the information to make the best decisions. While 
social intelligence represents one aspect of the contemporary definition of EI, Thorndike’s 
(1920) social intelligence theory is cited as the foundation of the contemporary EI concept. 
Thorndike’s (1920) view was later supported by Katz (1974:90) who addressed the notion that 
some form of social intelligence was a contributor to successful performance in a business 
organisation by referring to the three categories of skills needed to be an effective leader, 
namely, conceptual, technical and human skills. According to Kartz (1974:90), conceptual skill 
is the ability to think creatively, to analyse and understand complicated and abstract ideas, while 
technical skill is the talent or expertise a person possesses to perform a particular task. Human 
skill, on the other hand, is the ability to work effectively as a group member and to build a co-
operative effort in team contexts (Bennis and Nanus, 2003:6). This definition implies that 
human skills are those interpersonal skills that are part of social intelligence presented by 
Thorndike (1920).  Katz (1974:90) recognised that this social part of intelligence was not given 
much attention in intelligence literature. 
 
Following on from Thorndike’s (1920) social intelligence theory, Wechsler (1958:7) argued for 
the non-cognitive elements of intelligence in 1940, which included affective, personal and 
social factors. Wechsler (1958:7) subsequently defined intelligence as “the aggregate or global 
capacity of the individual to act purposefully, to think rationally, and to deal effectively with 
his/her environment”.  This definition implies that for people to be regarded as intelligent, 
besides being able to think rationally which constitutes cognitive intelligence, they should be 
able to deal with their environment in which they require ability to use their affective, personal 
and social non-cognitive elements intelligence.  According to Wechsler (1958:7) intelligence 
includes non-cognitive abilities that are essential to adapt to new situations, and to cope 
successfully with life. Wechsler (1958:8) concluded that intelligence is influenced and shaped 
by emotional and social experiences, which, in turn, influence behaviour. According to 
Wechsler (1958) emotional and social factors undeniably contribute to intelligent behaviour.  
 
The work of Gardner is also considered to have had a profound impact on the development of 
EI theory. In 1983 Gardner developed the theory of multiple intelligences. According to 
Gardner (1983:33), human intelligence is multifaceted rather than singular. This means all 
individuals have multiple intelligences, which include, in addition to the recognised cognitive 
intelligence, spatial, musical, bodily, kinaesthetic, linguistic, logical-mathematical, naturalist, 
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interpersonal and intrapersonal intelligence. Table 2.1 below is an overview of the different 
types of intelligence.  
 
Table 2.1: Multiple intelligence  
Intelligence  Definition 
Spatial  The ability to visualise the world with great accuracy 
Musical  An aptitude for rhythm and patterns of sound 
Bodily kinaesthetic The ability to use one’s body in a highly differentiated and skilful 
way 
Linguistic  Sensitivity to the meaning of words, the order among words, sounds, 
rhythm, inflections, different functions of language, phonology, 
syntax, and pragmatic 
Logical-mathematical The ability to calculate and work out relationships and connections 
between items 
Naturalist The ability to recognise and draw upon certain features of the 
environment 
Interpersonal The ability to understand the intentions, motivations and desires of 
other people 
Intrapersonal The ability to understand oneself, to appreciate one’s feelings, fears 
and motivations 
Source: Researcher’s construction based on Gardner (1999:44-5) 
 
The unique contribution of the multiple intelligence theory presented in Table 2.1 is personal 
intelligence, which constitutes the intrapersonal and the interpersonal intelligences (Shearer, 
2004:4). Intrapersonal intelligence emphasises self-knowledge with vital functions such as 
accurate self-appraisal, goal setting, self-monitoring/correction, and emotional self-
management. Interpersonal intelligence, on the other hand, involves understanding the vital role 
others play in a one’s wellbeing, and promoting success in managing one’s relationships with 
other people. Interpersonal intelligence requires two important skills, namely, the ability to 
notice and make distinctions among other individuals, and the ability to recognise the emotions, 
moods, perspectives, and motivations of people (Gardner, 1983:239). The intrapersonal and 
interpersonal skills, as specified in Gardner’s (1983) multiple intelligence theory, quite clearly 
allude to dimensions of EI. 
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Prior to the 1990s, EI was recognised intuitively, but had not been examined through empirical 
research. Nevertheless, research into social and multiple intelligences and others, had hinted at 
the importance of emotions for sound intellectual functioning (Prins, 2006:63). According to 
Friedman (2014:3), there are claims that Bar-On introduced the term emotional quotient (EQ) in 
1988 in his doctoral thesis when he coined this term as an analogy for IQ. The term EI was not 
introduced into mainstream psychology until the 1990s by Salovey and Mayer (1990). Friedman 
(2014:3) posits that it was Goleman who brought the concept of EI to the forefront of 
organisations and the research community in 1995.  
2.2.2 EI concept 
The definition of the concept of EI, like the definition of intelligence, provided in the previous 
section, has not been presented without contestation. Since the 1990s, EI has received sustained 
interest from various quarters, with experts in the field of EI presenting opposing views and 
different definitions. Table 2.2 provides some of the terms and phrases used to define EI. 
 
Table 2.2 EI terms and phrases  
Author(s) Cognitive 
N
on-cognitive 
A
bility 
Traits/C
haracteristic
s CC
bbC
haracteristics 
C
om
petence 
Em
otional 
Social 
Learned 
H
elp one adapt 
G
uides action 
G
uides thinking 
Leads to success 
Mayer and Salovey (1990:190) X  X   X    X X  
Mayer and Salovey (1997:5) X  X        X  
Mayer, Salovey and Caruso (2008:506) X  X   X X    X  
Mayer, Roberts and Barsade (2008:507) X    X     X X  
Bar-On (1997:14)  X  X X    X    
Bar-On (2006:13)     X X X  X    
Bar-On (2010:57)     X X X  X X   
Goleman (1998:317)   X  X X      X 
Goleman (2001:27)  X X X X X X X    X 
Source: Researcher’s construction based on literature cited in this table 
 
From a close analysis of the terms and phrases used to define EI in Table 2.2, it is not clear 
whether EI is cognitive or non-cognitive, whether it refers to explicit or implicit knowledge of 
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emotions, nor whether it refers to a basic aptitude or to some adaptation to a specific social and 
cultural milieu (Zeidner, Matthews and Roberts, 2008:65). If EI is cognitive, then it implies that 
it is part of an individual’s intellectual reasoning. If it is non-cognitive then it implies that 
affective, personal and social factors influence behaviour. On the other hand, if EI is implicit 
knowledge of emotions then it implies that it is latent but implied in behaviour, while explicit EI 
implies that it is plain and obvious knowledge of emotions, which can be measured directly. 
Furthermore, if EI is a basic aptitude, then it implies that it is a natural ability to do something, 
while adaptation to a specific social and cultural milieu implies the potential to change or adjust 
to suit social or cultural setting or environment. As can be seen from Table 2.2, it is very 
complex to have an exact definition of EI. What is evident, though, is that all the authors regard 
EI as ability, trait/characteristic or competency, as such, how EI is defined is determined by the 
particular model or framework through which aspects of EI are explained.  Consequently in this 
section, the definitions of EI were reviewed in terms of the three EI models that have generated 
the most interest in terms of research and application as found in literature, namely: the abilities 
model, the traits/characteristics model and the competency model. 
 
In the abilities model, EI is defined as a form of intelligence. Salovey and Mayer (1990:190), 
who developed the abilities model, define EI as “the ability to monitor one’s own and others’ 
feelings and emotions, to discriminate among them and to use this information to guide one’s 
thinking and actions.” Mayer and Salovey (1997:5) present an amended definition of EI as “the 
ability to perceive emotions, to access and generate emotions so as to assist thought, to 
understand emotions and emotional knowledge, and reflectively regulate emotions so as to 
promote emotional and intellectual growth”. Mayer, Salovey and Barsade (2008:507) also 
define EI as competencies that enable one to “engage in sophisticated information processing 
about one’s own and others’ emotions and the ability to use the information as a guide to 
thinking and behaviour.”   The definitions of EI from Mayer and Salovey (1997; 1997), Mayer, 
Salovey and Caruso (2008) and Mayer, Salovey and Barsade (2008) confine EI to intellectual 
reasoning (cognitive), and suggest that EI is the ability to perceive and understand emotional 
information, which guides thinking and action.  The focal point of their definitions is that EI is 
primarily centred on the “complex potentially intelligence tapestry of emotional reasoning in 
everyday life” (Mayer and Salovey 1997:19).  
 
In the traits and characteristics model developed by Bar-On, EI is defined as personality 
traits/characteristics that enable one to adapt to an environment.  Bar-On (1997:14) defines EI 
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as “an array of non-cognitive capabilities, competencies and skills that influence one’s ability to 
succeed in coping with environmental demands and pressures.”  Bar-On (2006:13) further 
defines EI as “a cross-section of interrelated emotional and social competencies, skills and 
facilitators that determine how effectively we understand and express ourselves, understand 
others and relate with them to cope with daily demands. Bar-On (2010:57) defines EI as an 
array of interrelated emotional and social competencies and skills that determine how 
effectively individuals understand and express themselves, understand others and relate with 
them, and cope with daily demands, challenges and pressures.  Bar-On’s (2010, 2006 and 1997) 
definitions hold that EI is concerned with traits and abilities that enable one to effectively 
understand oneself and others, relate well to people, and adapt to and cope with the immediate 
surroundings in order to be more successful in dealing with environmental demands.  
 
From a competence model perspective, EI is defined as competencies that result in outstanding 
performance. The competency definition of EI, which has become widely used, is that of 
Goleman (1998:317), who defines EI as “the capacity for recognising our own feelings and 
those of others, for motivating ourselves, and for managing emotions well in ourselves and in 
our relationships”. Goleman (2001:27) modified his definition of EI as “the ability to recognise 
and regulate emotions in ourselves and others, which is learned; and it results in outstanding 
performance”. Hay Group (2006:2) add that EI is the capacity for recognising our own feelings 
and those of others, for motivating ourselves and for managing emotions effectively in 
ourselves and others. Hay Group (2006) further asserts that an emotional competence, on the 
other hand, is a learned capacity based on EI that contributes to effective performance at work. 
Goleman’s (1998 and 2001) as well as Hay Group’s (2006) definitions emphasise the potential 
for mastering a range of competencies that are learned, which result in outstanding performance 
at work.   
 
According to Ciarrochi, Chan and Caputi (2001:542), although the definitions within the field 
of EI vary, they tend to be complimentary rather than contradictory. An awareness of the origins 
and motivations of each of the theory, thus, provides additional insight in choosing a model for 
research purposes. What is pertinent in Goleman’s (1998:317; 2001:27) and Goleman and 
Boyatzis’s (2008:5) definition is the fact that EI encompasses all the aspects identified in the 
other EI definitions and includes the fact that EI is learned and results in outstanding 
performance. The competency definition thus, represents an extension, refinement, and re-
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conceptualisation of EI as a learned competency. Consequently, Goleman’s competency EI 
definition was adopted for the purpose of this study.  
 
After having defined what is meant by EI and more specifically within the context of this study, 
the models of EI, namely; abilities, traits/characteristics and competency perspectives from 
which EI definitions were derived, will be discussed in the next section.  
 
2.3 EI MODELS 
Given the variation in the definitions of EI as highlighted, and considering the literature on the 
definitions of EI into different models, for the purpose of this study the EI models have been 
categorised according to the Mayer and Salovey’s abilities model, Bar-On’s trait and 
characteristics model, and Goleman’s competency model. The three EI models will be discussed 
in this section. 
2.3.1 The abilities EI model (Mayer and Salovey, 1990) 
The abilities model of EI was first developed in the 1990s based on the theory that EI is an 
ability (Thor, 2012:57). According to the Oxford Advanced Learner’s dictionary (2010:2) 
ability is defined as “a level of skill or intelligence”. Mayer and Salovey (1990:190) define EI 
from an abilities perspective as being “the ability to monitor one’s own and others’ feelings and 
emotions, to discriminate among them, and to use this information to guide one’s thinking and 
action.”  This definition means that an emotionally intelligent person will have the ability to 
solve problems by recognising emotions, the meanings of emotions and being able to manage 
relationships. Other authors, as discussed in the previous section, who have defined EI from an 
abilities perspective, include Mayer, Salovey and Barsade (2008) and Mayer, Salovey and 
Caruso (2008). 
 
In 1997, Mayer and Salovey expanded their abilities model of the EI view and offered a refined 
definition, arguing for EI to be distinguished from personality variables and to be defined more 
strictly as ability. Mayer and Salovey (1997:10) define EI as involving “the ability to perceive 
accurately, appraise and express emotion; the ability to access and/or generate feelings when 
they facilitate thought; the ability to understand emotional knowledge; and the ability to 
regulate emotions to promote emotional and intellectual growth.” This means EI is the ability to 
recognise the meanings of emotions, and to use that knowledge to reason and solve problems. 
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This refined definition of EI emphasised the intellectual abilities of EI and the potential for 
emotional growth (Grunes, 2011:41). Based on Mayer and Salovey’s (1990 and 1997) and other 
abilities definitions of EI, it can be asserted that within the context of the abilities model, EI 
represents an intelligence system for the processing of emotional information (Matthews, 
Zeidner and Roberts, 2004:17).  An intelligence system is “any system to manage data 
gathering, to obtain and process the data, to interpret the data and to provide reasoned 
judgments to decision makers as a basis for action” (Free Dictionary, 2014). In that context, EI 
represents that ability to process emotional information and use that to navigate the social 
environment through four related emotional abilities stages (ordered in a hierarchical way), 
namely (a) perceiving emotions in oneself and others accurately, (b) use of emotions to 
facilitate thinking, (c) understanding emotions, emotional language, and the signals conveyed 
by emotions, and (d) managing emotions so as to attain specific goals (Ferguson, 2010:3). The 
emotional abilities stages, in their hierarchical order, are shown in Table 2.3.  
 
Table 2.3: Mayer and Salovey’s four EI stages 
 Emotional management 
 
Controlling emotions 
Keeping an open mind with feelings 
Most important highest level of emotional abilities 
Emotional understanding 
 
Distinguishing relationships between emotions and words 
Understanding complex emotions (such as love and hate) 
Ability to comprehend emotional information  
Emotional facilitation 
 
Use of emotions to process information 
Ability to harness emotional information in one’s thinking 
Ability to use emotions in decision-making 
Emotional perception Identifying one’s own emotions 
Identifying emotions in pictures, faces and music 
Most important lowest level of emotional abilities 
Source: Researcher’s construction based on Ferguson (2010:3); Mayer, Salovey and Caruso  
(2008:6) 
 
As depicted in Table 2.3, emotional perception is “the ability to be self-aware of own emotions 
and to express emotions and emotional needs accurately to others” (Mahadi, 2011:14). At this 
stage an individual can identify their own emotions and the emotions of others, including 
photographs and artwork (Thor, 2012:57).  Mahadi (2011) also argues that emotional perception 
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also includes the ability to differentiate between honest and dishonest emotional expressions. In 
this stage, emotional ability enables one to express feelings accurately through the face, voice, 
and related communication channels (Mayer, Salovey, and Caruso, 2004). 
 
Emotional facilitation is “the ability to use emotions to assist thinking by focusing on 
important information and using emotions to help make judgment” (Thor, 2012:60).  Mahadi 
(2011:15) adds that emotional facilitation enables one to “differentiate among the different 
emotions one is feeling and to identify those that are assisting the thinking process” (Mahadi, 
2011:15). Emotional facilitation enables one to weigh emotions, to direct attention to important 
events, and to harness emotions for effective and rational decision-making (Salovey and 
Pizarro, 2003). This emotional ability helps one to generate emotions on demand in order to 
anticipate and understand how potential experiences may feel (Mayer and Salovey, 1997:12). 
 
Emotional understanding according to Thor (2012:60), is an individual’s ability to 
“distinguish the relationships between emotions and words”, as well as “the ability to 
understand the relationship between the meaning of emotions and how they relate to 
relationships, such as a happy feeling during a relationship.” This stage of emotional ability 
enables individuals to understand complex emotions, similarities and differences between them, 
as well as recognising chances in emotions (Thor, 2012). According to Mayer, Salovey, Caruso 
and Sitarenios (2003), emotional understanding also involves understanding deeper 
consequences, implications and meanings of emotional signals and symbols, as well as their 
interaction with each other.  
 
Emotional management is “the ability to detach or engage with particular emotions depending 
on their usefulness in a given situation” (Mayer and Salovey, 1997:12). This stage of emotional 
ability represents the highest level of emotional abilities, described as reflective regulation of 
emotions to stimulate intellectual and emotional growth (Thor, 2012:61). Individuals with this 
ability can: connect and disconnect with an emotion based on the value it provides to them in a 
given situation; move from negative emotions to positive emotions; monitor emotions in respect 
to one’s self and other; and keep an open mind with their feelings that may range from both 
ends of the spectrum (Thor, 2012). 
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According to Mayer, Salovey and Caruso (2008:503), the EI stages discussed above comprise 
the core of EI in the abilities model. Mayer et al. (2008:503) argue that these four EI stages 
enable an individual to “engage in sophisticated information processing about one’s own and 
others’ emotions and the ability to use the information as a guide to thinking and behaviour.” 
Importantly, the four stages progress from the non-verbal reception and expression of emotion 
to emotions entering into and guiding the cognitive system and promoting thinking, to 
understanding emotion and emotional messages, and conclude with the ability to manage one’s 
own and others’ emotions. This implies that not all individuals are at the same stage of 
processing emotional information and relating it to overall cognitive processes at any given 
time. It also implies that one can only manage emotions if they are perceived as emotions, used 
as emotions and understood as emotions. The abilities view of EI, arguably, is rigid and does 
not give room to regression possibilities, for example, the possibility that someone might be 
very good at managing emotions but not good at facilitating emotions.  
 
The reasons for not selecting the abilities model of EI and the instruments used to measure it for 
the purpose of this study will now be discussed. Firstly, in terms of conceptual challenges, as 
noted by researchers (such as Davis and Humphrey, 2014:54; Petrides, 2011:659; Austin, 
2010:563; Zeidner and Olnick-Shemesh, 2010:431; Follesdal and Hagtvet, 2009:94; Keele and 
Bell, 2009:740), the abilities model arguably ignores the subjective nature of emotions.  Petrides 
(2011:659) argues, “Emotional experience cannot be artificially objectified in order to be 
amenable to IQ-style testing.” Second is the intentional blurring of the difference between 
intelligence, behavioural performance and mere declarative knowledge, which plagues its tests 
(Petrides, 2011:659; Freudenthhaler, Neubauer and Haller, 2008:115; Freudenthhaler and 
Neubauer, 2007:1561). Thirdly, the instruments used to measure EI in the abilities model, for 
example, the popular Mayer-Salovey-Caruso EI Test (MSCEIT) have been criticised for being 
scientifically barren as they do not measure any coherent dimension of psychological interest 
(Maul, 2012:411; Petrides, 2011:660; Keele and Belle, 2009:740; Barchard and Russell, 
2006:49; Brody, 2004:234). According to Petrides (2011:659), “what can be said with relative 
certainty is that the model of ability EI [Mayer and Salovey, 1997] with the MSCEIT as its 
operationalisation vehicle is a scientific cul-de-sac.” 
 
Having discussed the abilities model of EI and highlighted the reasons why the abilities model 
was not chosen, it is important to also discuss the traits-characteristics model and why it was 
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also not adopted for this study before presenting the competency model which was adopted. In 
the next section, Bar-On’s (1997) traits-characteristics model of EI is discussed. 
2.3.2 The traits-and-characteristics model (Bar-On, 1997) 
The Bar-On (1997) model of EI is based on personal traits and characteristics. A trait is “a 
particular quality in your personality” and a characteristic is “a typical feature or quality 
somebody has” (Oxford Advanced Learner’s dictionary, 2010:235 and 2010:1570 respectively). 
The two concepts both refer to the personal qualities people have that enable them to succeed. 
Based on a 1988 unpublished doctoral thesis entitled The development of a concept of 
psychological well-being, Bar-On sought to better understand why some people with average 
intelligence succeed in life while others with high levels of intelligence sometimes fail (Bar-On, 
1997). In his research, Bar-On coined the term emotional quotient (EQ), which later became 
known as EI quotient (Thor, 2012:45). As a clinical psychologist, Bar-On reviewed 
psychological literature for personal characteristics and traits that appeared related to life 
success which were measured as EQ. Bar-On (1997:16) thus defined EI as “an array of non-
cognitive capabilities, competencies and skills that influence one’s ability to succeed in coping 
with environmental demands and pressures.” With this definition, Bar-on distinguishes EI from 
general intelligence by specifying that it is non-cognitive.  Bar-On (1997) presented EI as a 
multi-factorial array of interrelated non-cognitive competencies such as self-esteem, self-
actualisation, general mood and general wellbeing that influence an individual’s overall ability 
to actively and effectively cope with any environmental demands, and to handle the daily 
demands of life effectively. 
 
In order to distinguish EI from personality theory, Bar-On (2006) modified his 1997 EI model 
to include social elements. Because of the social elements included in EI, Bar-On (2006:14) 
prefers to describe this EI model as emotional and social intelligence (ESI) which he defines as 
“a cross-section of interrelated emotional and social competencies, skills and facilitators that 
determine how effectively we understand and express ourselves, understand others and relate 
with them, and cope with daily demands”. Bar-On (2006:15) delineated five sets of traits and 
characteristics that describe ESI, namely intrapersonal capacity, interpersonal capacity, 
adaptability, stress management and general mood. Each set of traits is described briefly in the 
following sections. 
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Intrapersonal capacity is the ability to be aware of and understand oneself, one’s emotions, 
and to express one’s feelings and ideas. This capacity enables individuals to recognise and 
understand their own feelings, express their feelings, appraise themselves accurately, realise 
their potential, and think and act in a self-directed manner without being emotionally dependent 
on others (Mahadi, 2011:17; Bar-On, 2006:15). 
 
The interpersonal capacity concerns the ability of an individual to be aware of, understand, 
and to appreciate others’ feelings, as well as to establish and maintain mutually satisfying and 
responsible relationships with others. Individuals with this capacity are able to establish and 
maintain mutual and emotional close relationships, be constructive and cooperative members of 
social groups and they are aware and appreciative of others’ feelings (Mahadi, 2011:17; Bar-
On, 2006:15). 
 
Adaptability is the ability of an individual to verify feelings with objective external cues, 
accurately size up the situation, be flexible in altering feelings and thoughts with changing 
situations, and have the ability to solve personal and interpersonal problems. Individuals who 
are adaptable have the ability to identify problems and generate solutions, validate emotions and 
adjust feelings and behaviour to changing situations and circumstances (Mahadi, 2011:18; Bar-
On, 2006:17). 
 
Stress management is the ability to regulate and manage emotions. It is that ability of an 
individual to cope with stress and to control strong emotions. Stress management is an ability 
that enables one to tolerate and cope with stress without falling apart, as well as to exercise 
impulse control (Mahadi, 2011:17; Bar-On, 2006:15). 
 
Motivational and general mood factors constitute the ability of an individual to be optimistic, 
enjoy oneself and others, and feel and express positive feelings. Individuals with this ability can 
be satisfied with life; they can look to the brighter side of things and maintain a positive attitude 
in the face of adversity (Mahadi, 2011:18; Bar-On, 2006:18).   
 
While Salovey and Mayer (1990) sought to establish the validity and utility of a different type 
of intelligence, Bar-On (1997) developed a general measure of social and EI predictive of 
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emotional wellbeing and adaptation (Emmerling and Goleman, 2003:7). The Bar-On model was 
designed for clinical applications and not workplace settings. As such, it was not chosen for this 
study.  
2.3.3 The EI competency model (Goleman, 2001) 
In 2001 Goleman (2001:82-119) developed the competence model of EI, which is a refinement 
of Goleman’s 1995 and 1998 work. The competence model attempts to capture a person’s 
potential for mastering a range of EI competencies, in order to equate to success. As highlighted 
in section 2.2.2, Goleman (2001) asserts that EI is the ability to recognise and regulate emotions 
in ourselves and others, which is learned, and which results in outstanding performance. An EI 
competence, according to this model, is a capability grounded on EI that contributes to one’s 
effective performance at work (Hay Group, 2006:2). In the EI competency model, Goleman 
(2001) presents a model of EI based on the competencies that enable individuals to exhibit 
intelligent use of their emotions in managing themselves and working with others to be effective 
at work  (Dereje-Tessema, 2010:41). This conceptualisation of EI focuses on emotional and 
social competencies, and Goleman believes that these competencies are not innate talents but 
rather learned capabilities that must be developed to achieve outstanding performance (Mahadi, 
2012:17).  Goleman’s (2001) view focuses on the workplace, with an interest in what supports 
exceptional leadership, management and effectiveness in the work context. Emmerling and 
Goleman (2003) view EI as a convenient phrase to focus attention on human talent, and to 
anchor the consequences of the individual’s behaviour, and more specifically, his/her success or 
effectiveness at work.  
 
Goleman’s (2001) position is that possessing a high level of intellectual ability does not 
automatically enable a person to succeed; instead, success is a combination of the mind and 
heart. For example, even though a person knows what to do or what to say in a given situation, 
it does not necessarily mean that the person would actually be able to transform that thought or 
knowledge into performance. Thus, Goleman argues that factors other than IQ contribute 
greatly to success and happiness (Goleman, 2006). Goleman (2006) identifies factors such as 
patience, persistence and the ability to empathise with and respond well to the emotions of 
others as important for success. He finds that EI skills are synergistic to IQ skills and that top 
performers have both. The more complex the job, the more EI matters, because a deficiency in 
these abilities can hinder the use of whatever technical expertise or intellect a person may have. 
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The existing EI models represent a range of views, which conceive EI, on the one hand, as 
being a standard intelligence; on another hand, as a mixture of characteristics and personality 
traits, but also as a competency (Zeidner et al., 2008:65). However, it is important to note that 
all the three EI models recognise the importance of four basic components, namely, perceiving 
emotions, understanding emotions, utilising emotions to predict outcomes, and managing 
emotions to achieve personal effectiveness in specific situations (Mayer, Salovey and Caruso, 
2008:503; Emmerling and Goleman, 2003:6; Goleman, 2001:2). This view is shared by Zeidner 
et al. (2008:419); Petridis and Furham (2006:553), who also posit that all three models share a 
common core of basic concepts, which comprise the competence to reason about emotions and 
to enhance the thinking process. 
 
What is pertinent about Goleman’s EI model is that it is grounded specifically in the context of 
work performance, which separates his model from those of Bar-On, and Mayer and Salovey. 
According to Emmerling and Goleman (2003:18), Goleman’s competence model seeks to 
develop a theory of work performance based on social and emotional competencies. This 
reflects a tradition that emphasises the identification of competencies that can be used to predict 
work performance across a variety of work settings with an emphasis on those in leadership 
positions (Emmerling and Goleman, 2003:19).  According to Zeidner et al. (2004:379), over 
three decades of psychological assessment and research has vindicated the importance of taking 
social and emotional competencies into consideration when attempting to predict occupational 
effectiveness. In other words, Goleman (2001) accentuates the synonymous relationship 
between EI and leadership. Furthermore, the competency model reflects an extension, 
refinement, and reconceptualisation of previous research and theory in an effort to better 
understand complex affective processes in order to predict relevant criteria – in this case, work 
performance (Emmerling and Goleman, 2003:19).  As a result, the EI competence model and 
the instruments designed to measure its constructs have been refined based on empirical 
research. The current EI competence model reflects results of statistical analysis (Hay Group, 
2011) intended to gain additional insight into the structure of social and emotional competencies 
(Emmerling and Goleman, 2003:19). The model as found in the instrument used to measure it –
the Emotional and Social Competency Inventory (ESCI) – has four main clusters, namely self-
awareness, self-management, social awareness, and relationship management (Goleman and 
Boyatzis, 2008:5). Details about the ESCI instrument are provided in section 2.4.  Given the 
purpose of the current study, the competence model as measured by the ESCI was thus chosen.  
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Based on the 1998 EI competency model, Goleman (1998:23) identifies five EI competency 
clusters, namely self-awareness, self-regulation, motivation, empathy and social skills, which 
are comprised of 25 EI dimensions designed to capture the full spectrum of EI competencies. 
However, based on the results of statistical analysis that supported collapsing the 25 dimensions 
into 20 and the five clusters into four, Goleman (2001) revised his previous EI competency 
model accordingly.  Consequently, the 2001 EI competency model included the following four 
EI clusters: self-awareness, self-management, social awareness and relationship management 
(Goleman, 2001:2; Boyatzis, Goleman and Rhee, 2000:343). In response to the professional 
research communities’ requirements, the 20 EI dimensions were further refined into 18 and later 
to 12 as reflected in the ECI-2 and ESCI instruments respectively, as detailed in sections 2.4.1 
and 2.4.2. In the next section, the four EI competency clusters and their dimensions, as found in 
the ESCI instrument, are discussed (Boyatzis and Goleman, 2007:6).  
2.3.3.1 EI competency clusters  
As introduced, the four main clusters of EI competencies, according to the competence model, 
are self-awareness, self-management, social awareness, and relationship management (Goleman 
and Boyatzis, 2008:5). Boyatzis et al. (2000:344) hold that “EI is observed when a person 
demonstrates the competencies that constitute self-awareness, self-management, social-
awareness and social skills – at appropriate times and in sufficient frequency to be effective in 
the situation”. Thus, when leaders, for example, relate well to their followers they would be 
demonstrating their relationship-management competency, which reflects on their EI. Figure 2.1 
is a diagrammatic representation of EI competency clusters measured by the ESCI instrument 
and their relationships. Each of these EI clusters will subsequently be discussed.  
Figure 2.1: EI competency clusters  
Self-awareness 
Emotional self-awareness 
 
 
                Social-awareness 
                    Empathy 
                    Organisational awareness 
 
 
Self-management 
Achievement orientation 
Adaptability 
Emotional-self control 
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                    Influence 
                    Inspirational leadership 
                    Teamwork 
 
Source: Adapted from Hay Group (2011:4) 
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a) Self-awareness 
Self-awareness is “the ability to understand our emotions, our drives, our strengths and our 
weaknesses” (Hay Group, 2010:1). Goleman (1998a) concurs with the Hay Group, noting that it 
enables one to recognise and understand the effect of those emotions on others. It is the 
competency that enables individuals to know what they are feeling in the moment, and to use 
that awareness to guide their decision-making, as well as having a realistic assessment of their 
own abilities (Goleman, 2006:45; Valencia, 2009:). According to Goleman (2009:40), “it would 
seem, at a glance, that our feelings are obvious; but they are frequently hidden from us.” 
However, when one is self-aware, it means that a person is aware of both their mood and 
thoughts about that mood (Goleman, 2009:40).  
 
As referred to previously, emotions, according to Goleman (1998:3), are often unconscious. 
They begin before a person is consciously aware of a feeling. Emotions can have a powerful 
effect on thoughts and reactions, even though one might not be aware of them. When becoming 
conscious of own emotions, it becomes possible to evaluate oneself. Self-awareness is thus the 
foundation for managing emotions and changing one’s own moods, for example, by being able 
to shake off a bad mood.  
Self-awareness is not an attention that gets carried away by emotions, overreacting 
and amplifying what is perceived. Rather it is a neural mode that maintains self-
reflectiveness and examination even amidst turbulent emotions and enables one to 
recognise how these emotions affect one’s performance. Such attention takes in 
whatever passes through awareness with impartiality, as an interested yet 
unreactive witness  (Goleman, 2009:41). 
The above quotation implies that self-awareness is a self-reflective, introspective attention to 
one’s own experience that allows one to know the relationship between thoughts, feelings and 
reactions. Leaders who are aware of why they are experiencing emotional responses, and 
understand the origin and causes of those emotions, are capable of self-managing those 
emotions, because they can identify them (Scott-Halsell, 2006:9).  
 
Leaders are always on stage as they interact with their followers, customers, suppliers, friends 
and any other people; they send messages through what they say and do. It is therefore 
imperative that they possess a high level of self-awareness. For hospitality leaders, the need for 
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self-awareness is even more critical, if a service quality excellence philosophy is to pervade the 
operating ethos in the hotel (Nicolaides, 2008:31).  Leaders represent the authority and power of 
the hotel, providing the bridge that links the hotel’s formal mission and values with the real 
nature of hospitality work – demanding work schedules, late shifts, anticipating guest 
expectations, and spending the entire shift moving. As such, these leaders need to understand 
their own values, responsibilities, strengths and limitations. They need to understand how others 
will perceive their judgment and perceive their actions. Researchers support the importance of 
being emotionally self-aware and have found that self-awareness is significantly related to high-
performance of managers within the context of service-industry managers (Scott-Halsell, 
2006:20; Dulewicz, Higgs and Slaskil, 2003:405; and Langhorn, 2004:321). 
  
b) Self-management  
According to McPheat (2010:24) self-management means “handling our own emotions so that 
they do not interfere but facilitate; having the ability to delay gratification in pursuit of a goal; 
recovering well from emotional distress; translating our deepest, truest preferences into action 
in order to improve and succeed”. This definition supports what Boyatzis (2010:3) regards as 
the management of one’s internal states, impulses and resources. Bourdon (2010:31) describes 
self-management as the ability to take command or charge of the focus of disorderly 
motivations or states of mind. According to Goleman (2004:45), self-management is a focused 
drive that all leaders need in order to able to achieve their goals. Based on these definitions, 
self-management is that ability to manage one’s own internal states, preferences, impulses, 
intuition and resources in order to achieve desired goals. The self-management competency 
enables individuals to display dominion over demanding situations, to adapt to change, and to 
be zealous in confronting issues (Bourdon, 2010:30; Vieira, 2008:29).  Self-management also 
includes reviewing and reflecting on one’s own work performance, and seeking feedback and 
guidance on success in effectively servicing the needs of followers and guests. 
 
The self-management competence is very important for hotel leaders, as they need to 
understand and comply with the responsibilities that apply to their own role in hospitality sales 
and service. Their role includes knowing their job, roles and responsibilities, acting through 
self-direction and organising their work time and priorities, when preparing for and delivering 
hospitality sales and services. Bourdon (2010:31) posits that leaders who exhibit high levels of 
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self-management competency can reduce adverse organisational politics and divisiveness. It is 
also believed that self-management of emotions is important in conveying ideas and creating 
team spirit and team effectiveness (Scott-Halsell, Blum and Huffman, 2010:139; Modassir and 
Singh, 2008:10; Langhorn, 2004:322; Gardner and Stough, 2002:69; Pirola-Merlo, Haertel, 
Mann and Hist, 2002:562; Yost and Tucker, 2000:101). In the complex and ever-changing 
hospitality business environment where hotel groups merge and separate, break apart regularly 
and technology changes at a rapid pace, leaders who have mastered their emotions are better 
able to deal with the changes. At the same time, leaders with high levels of self-management are 
better able to facilitate the adaption to change (Goleman, 2004:45-47). 
 
The dimensions of self-management that are measured by the ESCI are emotional self-control, 
adaptability, achievement orientation, and positive outlook (Hay Group, 2011:4) and will be 
discussed in the following sections. Moreover, these dimensions are believed to have influence 
on employees’ motivation levels, their aspiration to continue with the organisation, their 
commitment to the organisation while at the same time influencing the actions of subordinates 
(Scott-Halsell, 2006:21; Langhorn, 2004:322; Bagshaw, 2000:181; Carmeli, 2003:788; Pirola-
Merlo, Hartel, Mann and Hirst, 2002:562; Sivanathan and Fekken, 2002:198).  
 
Emotional self-control refers to keeping disruptive emotions and impulses under check. People 
who exhibit this competency are able to maintain their effectiveness under stressful or hostile 
conditions (Hay Group, 2011:5). According to Goleman (2001:6), emotional self-control is 
believed to manifest largely as happiness and calming feelings. Leaders who have emotional 
self-control competency are capable of dealing with a hostile employee or guest without 
reacting in return. Boyatzis (1982:97) posits that leaders who are regarded as top performers are 
capable of balancing their drive and ambition with emotional self-control, connecting their 
personal desires in pursuit of organisational goals. 
 
Scott-Halsell, Blum and Huffman (2010:138) argue that guests and employees have high 
expectations of leaders; they expect them to adjust to meeting the needs of the people involved 
in any situation at hand in the workplace. In some cases the internal states of the leader may 
interfere with the adjustments instead of facilitating. In the hotel industry, leaders with high 
levels of emotional self-control find ways to manage disturbing emotions and impulses from 
colleagues or guests, and even to channel them in useful ways (Goleman, 2004:46). These 
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leaders remain calm and clear-headed under high levels of stress or during a crisis, even when 
confronted by a frustrating situation, considering that trying situations are very common in this 
industry, and at times the situations manifest themselves as grumpy employees or guests. Scott-
Halsell et al. (2010: 138) assert that while dealing with disgruntled and grumpy employees or 
guests, a leader must accurately assess the situation without internalising any negative 
comments. At the same time, the leader is also expected to maintain emotional control while 
neutralising the situation. Thus, determining the best course of action without allowing setbacks 
to alter their course is very important for leaders. In some cases, employees with very scarce 
skills may resign in high season, just when their skills are needed the most. The leader with 
emotional self-control should know how to remain calm in such a situation, while also finding 
the best solution to the problem.  
 
Adaptability refers to the flexibility in handling change, juggling multiple demands, and 
adopting one’s own ideas or approaches (Hay Group, 2011:5). People who willingly change 
their ideas or approaches based on new information or changing needs, exhibit the adaptability 
competence. Such people are capable of judging multiple demands without losing their focus or 
energy. They are also comfortable with the inevitable ambiguities of organisational life and find 
it easy to erase old assumptions while adjusting how they work (Hay Group, 2011:5; Goleman, 
2001:7). Such people, according to Goleman (2001), are emotionally resilient, which enables 
them to remain calm even with anxiety in times of uncertainty. Furthermore, people with high 
levels of adaptability find it easy to think “out of the box” while exhibiting on-the-job creativity 
and applying new ideas in view of the overall strategic direction. 
 
The current nature of the hospitality industry, as outlined in Chapter 1, requires leaders who are 
flexible in adapting to change. This means being able to alter their thinking in the face of new 
data or realities as hoteliers strive to exceed their guests’ expectations. Flexibility in adapting to 
change requires hospitality industry leaders to behave like chameleons when it comes to 
communication, for example, where they have to adopt different communication styles for 
different individuals to make sure the message gets through. Furthermore, hospitality customer 
profiles (including internal customers/employees), attitudes and lifestyles are constantly 
changing, which calls for adaptability competencies in hospitality leaders. Furthermore, there is 
need to adapt to technology, new management practices and operation procedures. According to 
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Lubin (2010:B6), “strong operators who can adapt quickly and gain the confidence of 
employees and shareholders are in high demand.” 
 
Achievement orientation refers to striving to meet or exceed a standard of excellence, looking 
for ways to do things better, setting challenging goals, taking calculated risks (Hay Group, 
2011:5) and supporting enterprising innovations (Goleman, 2001:7).  Such people have high 
performance standards that drive them to constantly seek performance improvements, both for 
themselves and for those they lead (Goleman, 2004:46). According to Goleman (2001:7), the 
most important ingredient of achievement is optimism, because it can determine reactions to 
unfavourable circumstances. Goleman (2001:7) thus posits that those with high levels of 
achievement potential are proactive and persistent; they have an optimistic attitude to setbacks, 
and they operate from hope to success. Leaders in the hospitality industry who are achievement-
orientated, are willing to invest in their employees by, for example, developing competencies 
through training programmes. They will go through great lengths to create a fit between the 
overall performance objectives of the hotel and the individual employee’s objectives, thereby 
encouraging the pursuit of achievement. 
  
Positive outlook is persistence in pursuing goals despite obstacles and setbacks. People who 
demonstrate this competency see the positive aspects in other people, situations, and events 
more often than do those with a negative attitude (Hay Group, 2011:10). People who have a 
positive outlook enrol, motivate and support others in the pursuit of a vision, despite any 
setbacks and challenges. They intentionally look for what is possible, rather than for who is to 
blame. In a constantly changing, pressurised and stressful working environment like the one that 
exists in the hospitality industry, a positive outlook should help leaders to cope during times of 
hardship and stress. For example:  
“[I]n the kitchen environment, too many cooks may indeed spoil the proverbial broth. It 
is common for pent up employee frustrations to spill over into verbal abuse slinging 
matches and even fist fights, an activity which can easily tarnish a guest’s perception of 
the hotel” (Nicolades, 2010:6).  
In situations of hardship and stress, a leader with a high level of positive outlook competence 
will not look for someone to blame, but will instead focus on the possibilities to move forward 
in a positive way with everyone on board. Such leaders find it easy, when working under 
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pressure, to focus on the strength of their followers, thereby giving them positive energy to 
strive for the best. 
 
c) Social awareness 
Social awareness is the ability to perceive and understand the social relationships and structures 
in which the individual and those around him/her are operating (McPheat, 2010:46). This 
implies that social awareness involves how people handle relationships and their awareness of 
others’ feelings, needs and concerns. Goleman (2006:84) underscores the importance of social 
awareness in developing emotionally intelligent leaders and defines social awareness as “a 
spectrum that runs from immediately sensing others’ inner state, to understanding their feelings 
and thoughts, to dealing with complicated social situations”. According to Goleman (2006:84), 
social awareness includes: a) primal empathy, which involves sending non-verbal emotional 
signals; b) attunement, which comes with listening with full receptivity and attuning to a 
person; c) empathetic accuracy, which involves understanding another person’s thoughts, 
feelings and intentions; and d) social cognition, which includes knowing how the social world 
works. However, based on statistical analysis, these dimensions of social awareness were 
collapsed into two sub-categories in the ESCI instrument to include empathy and organisational 
awareness (Hay Group, 2011:11), which will subsequently be discussed. 
 
Empathy, according to Nelson and Low (2010:67), is “the ability to accurately understand and 
constructively respond to the expressed feelings, thoughts, and needs of others.” In the most 
basic form, empathy is the capacity to read another person’s face and voice/words and 
continually attuning to how someone else feels when communicating with them (Goleman, 
2004:48). This means identification and understanding of another person’s circumstances, point 
of view, feelings, thought and needs, and picking up cues to what is being felt and thought   
including the ability to see things from other people’s perspectives (Hay Group, 2011:5).  
Empathy includes sensing others, their feelings and perspectives, and taking an active interest in 
their concerns, the importance of empathy is also highlighted in many leadership theories that 
suggest it is one of the competencies that are pertinent to leadership effectiveness (Gentry, 
Weber and Sadri, 2007:3). Other researchers consider empathy to be one of the most important 
traits of successful leadership (Barburto and Gifford, 2012:22; Gardenswartz, Cherbosque and 
Rowe, 2010:75; Scott, Colquitt, Paddock and Judge, 2010:3; Barburto and Bugenhagen, 
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2009:140; Walumbwa, Avolio, Gardner, Wernsing and Peterson, 2008:96; Barburto and 
Burbach, 2006:51; Boyatzis, Stubbs and Taylor, 2002:150; Pescosolido, 2002:586; Wolff, 
Pescosolido and Druskat, 2002:21; Bar-On and Parker, 2000; Goleman, 2009:74; 2004:48; 
Goleman, 2001:15-16; George, 2000:1028; and Salovey and Mayer, 1990:188).  
 
As is evident from the previous discussion, perceiving others’ feelings and empathising with 
them is believed to cultivate effective relationships that provide advantages for leaders (Scott-
Halsell, 2006:12). In the hospitality industry, leaders who consider the feelings of their 
followers and guests in addition to other factors, cultivate good working relationships, and make 
better decisions. For example, within the context of hotels, making decisions that will ensure 
delivery of a sustainable excellent service starts with empathetic leadership by sensing the needs 
and problems of the immediate followers by putting themselves in their shoes.  Sensing the 
needs and problems of immediate followers could be in the form of feeling and anticipating the 
follower’s excitement, frustrations, distress or desires. The followers will, in turn, put 
themselves in the shoes of the guest, through the emotional contagion process, which is the 
ubiquitous effects of emotions in human affairs where there is catching and transfer of emotions 
from one person to another based on emotional valence and emotional energy level of the 
leader’s empathy. 
 
Organisational awareness refers to being able to read a group’s emotions, currents and power 
relationships, identifying influencers, networks and dynamics (Hay Group, 2011:6). It is being 
aware of the surrounding environment, including political undertones, and being aware of 
followers and customers (McPheat, 2010:49; Boyatzis and Goleman, 2007). According to the 
Leadership Management Institute (2009), organisational awareness includes an understanding 
of current capacity, abilities, potential and results.  Being organisationally aware includes being 
able to recognise the culture within which emotions operate – for example, recognising that the 
culture of the organisation may be conservative and controlled such that emotional expression is 
considered inappropriate or that the culture allows employees to be expressive. It can be argued 
that if an individual is not organisationally aware, he/she may find it difficult to get things done, 
is often surprised by organisational events, makes mistakes owing to misunderstanding the 
organisational structure, or even acts in ways that the organisation at large, the team or 
community finds inappropriate. The importance of organisational awareness for leaders in the 
dynamic hospitality industry is highlighted in the research by Langhorn (2004:227) who found 
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the general managers’ ability to identify with their workplace, the team in the restaurant, the 
position of the restaurant in the local community and conceivably identification with the brand 
itself, to be important factors in delivering good service. It can be argued that leaders who take 
advantage of the knowledge of emotions and power relationships, influencers, networks and 
dynamics in the hospitality industry might facilitate the influencing process when influencing 
motivational behaviour and commitment in followers. In the following section, the relationship 
management EI cluster is discussed. 
 
d) Relationship management 
Relationship management is the ability to apply emotional understanding when dealing with 
others (Hay Group, 2011:4) by using social awareness and self-management competencies to 
motivate others and to impact on their performance (Bourdon, 2010:32; Hay Group, 2011; Sen, 
2008:26).  It is the competency that engenders a productive effect in employees, which results 
in enhanced thinking and learning. The dimensions of relationship management, according to 
the competency model as measured by the ESCI instrument are: conflict management, coaching 
and mentoring, influence, inspirational leadership and teamwork (Hay Group, 2011:4). As such, 
relationship management enables a leader to be a change catalyst, manage conflict effectively, 
motivate others and enhance team building (Hay Group, 2011). Each of the relationship 
dimensions will be discussed in the following sections. 
 
Conflict management refers to the ability to negotiate and resolve disagreements with others 
and the ability to resolve conflict between other people (Ogbeide, 2006:30). Conflict 
management can productively leverage diversity, unify people around a common goal, promote 
co-operation and encourage innovative solutions (Campbell, 2006). People who exhibit this 
competency bring disagreements into the open; they can communicate effectively with different 
positions, and easily find solutions that all can endorse (Hay Group, 2011). The inability to 
handle conflict, on the other hand, may cause situations to escalate to levels where they can 
adversely affect the morale of all the employees. According to a study by Oncken and Wass 
(1999:75) it was found that 42 per cent of management’s time is spent dealing with office 
conflict. This underlines the importance of conflict management competence for leaders.  
Furthermore, conflict management competence enhances the creation of a positive working 
environment that facilitates proper execution of duties and effectiveness. Leaders with conflict 
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management competence can also help enhance positive outcomes, such as creative and 
innovative alternatives, an increase in motivation and commitment, higher quality work outputs, 
and increased personal satisfaction, which are all crucial for service quality provision to guests 
(Nicolaides, 2010:12).  
 
In the hospitality industry, conflicts at work are prevalent, which makes conflict management 
competency pertinent for leaders (Nicolaides, 2010:11).  According to research conducted by 
O’Neill and Davis (2011:3), hospitality employees often experience conflicting demands from 
the company, the supervisor and customers – and the conflicts create dissonance for employees. 
For example, conflicts may emanate from differences between employees with regard to service 
orientation, which is defined as “employee’s attitude and actions that highly value the creation 
and delivery of excellent service” (Yoon, Choi and Park, 2007:371). The differences in views 
with regard to what constitutes good customer service results in service orientation 
discrepancies, which leads to conflict. O’Neill and Davis (2011) also found that tension among 
fellow employees was more prevalent in the hospitality industry. Other working conditions that 
were found to lead to conflicts at work in the hospitality industry included long shifts, irregular 
and unusual working hours, low wages, non-affiliation to trade unions, exposure to violence and 
intimidation while catering to night guests, as well as working in environments that support 
erotic sexual feelings (O’Neill and Davis, 2011:63). These researchers also found that hotel 
employees reporting relatively more interpersonal tension at work were significantly less 
satisfied and more likely to be considering leaving their jobs to pursue alternative employment 
(O’Neill and Davis, 2011:65). Dealing with this kind of a working environment will obviously 
require leadership that can productively leverage diversity, unify people around a common goal, 
promote co-operation and help find solutions that all can endorse. According to Nicolades 
(2010:12), in the five-star hotels in the KwaZulu-Natal area of South Africa, leaders with 
conflict management competencies were “not really enough in the industry”. 
 
Coaching and mentoring refers to the competency of taking an active interest in others’ 
developmental needs and bolstering their abilities (Hay Group, 2010). Coaching facilitates 
followers to become aware of their own potential, providing a practical action plan for taking 
their performance and experience to a higher level. Mentoring, on the other hand, enables the 
transfer of knowledge, skills and insights from those leaders who guide their protégés by giving 
examples and advice, and by sharing their own stories and opening doors of opportunities for 
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their followers (Clutterbuck, 2009:483-484). Regular coaching and mentoring sessions keep 
employees focused on the vision, mission, values and strategy of the organisation and assist in 
the development of people in the organisation. Coaches and mentors spend time helping people 
through feedback, support and assignments. 
 
In the hospitality industry with a diverse global workforce serving diverse guests in different 
parts of the country, coaching and mentoring for all team members becomes crucial when 
aiming to exceed guest expectation. Leaders serve as mentors and advisors, handling a wide 
range of problems, some of which may relate to conflicts, which are more prevalent in the 
hospitality industry than, expected (Nicolaides, 2010:10).  Clutterbuck (2009:484) found that 
there were strong indications that the majority of the benefits derived from coaching had a 
positive impact on employee commitment through improved morale, motivation and 
satisfaction. 
  
Influence is the ability to have a positive impact on others, persuading or convincing others in 
order to gain their support (Hay Group, 2011:5). It refers to welding together effective tactics 
for persuasion. People who demonstrate this ability are able to persuade or convince others to 
gain support for an agenda. Leaders who have strong abilities to influence others anticipate and 
prepare for others’ reactions while adjusting own responses to move interaction in the best 
interest of others. They employ a variety of persuasive strategies compared to others, such as 
impression management, orchestrating dramatic arguments, events, or actions in order to make 
a point, and they appeal to reason (Goleman, 2001:9). Goleman (2001:9) contends that these 
leaders have a genuine manner (without manipulating others), while putting the collective goals 
before their own self-interest. Indicators of a leader’s influence on competency range from 
finding just the right appeal for a given listener to knowing how to build buy-in from key people 
and a network of support for implementing an initiative (Goleman, 2004:2). 
 
According to Erkutlu and Chafra (2006:3), organisations in the hospitality industry are under 
constant pressure to embrace change, develop their structures and improve performance. Given 
this kind of work situation, leaders who adapt their leadership style to the follower-preferred 
leadership style find it easy when it comes to influencing them. For example, according to the 
situational leadership model, a leader should use a style that best matches the readiness 
(commitment and competencies) of the followers. Such influential leaders give followers the 
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respect and fair treatment they deserve without sacrificing the greater good. They drive 
activities that energise the employees and influence the establishment of the tone and conditions 
of the employee–employer relationship which is critical in defining the motivation and 
commitment of the followers. 
 
Inspirational leadership refers to the ability to inspire and guide individuals and groups to get 
the job done, and to bring out the best in others (Hay Group, 2011:6). People who exhibit 
inspirational leadership work to bring people together to get the job done while bringing out the 
best in others. Bringing out the best in others becomes easier when the leader takes time to 
listen to followers, to ensure followers feel included in what is going on, when the followers 
believe in the integrity of the leader and trust him/her and when the leader takes time to 
understand what motivates the followers. People with inspirational leadership competency 
create resonance and are able to move others with a compelling vision or a shared mission 
(Goleman, 2004:53) by offering a sense of common purpose beyond the day-to-day tasks, 
making work exciting.  
 
In the hospitality industry, service jobs are often associated with low pay, long and anti-social 
hours, unstable and seasonal employment, low job status, a lack of career opportunities and 
poor levels of benefits, which can reduce the level of customer service (Boyne, 2012). Given 
this nature of the hospitality industry, Boyne (2012:79) argues that inspirational leadership is 
critical to motivate employees to perform beyond expectations, in order to enhance work 
meaning and the understanding of organisational goals. 
 
Teamwork refers to the ability to work together with others towards a shared goal, participating 
actively, sharing responsibility and rewards, and contributing to the capacity of the team (Hay 
Group, 2011:5). Hay Group (2010:13) further posits that teamwork is an orientation to work 
with others interdependently, not separately or competitively.  Teamwork involves creating 
group synergy in pursuing collective goals. According to Gallie, Zhou, Felstead and Green 
(2012:1) teamwork, has been applauded for breaking down the hierarchical and conflicting 
nature of traditional “Taylorism” forms of organisation. It is the competency that promotes an 
organisational design that enhances both managerial objectives of increased productivity and 
employee realisation and wellbeing (Gallie et al., 2012). As such, employees are allowed to use 
their own initiative and have more control over their jobs, engaging both their creative potential 
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and productivity capacities. Teamwork enables leaders to bring together individual talents and 
abilities in an effort to accomplish organisational goals. Goleman (2004:2) asserts that 
teamwork-orientated leaders are capable of generating an atmosphere of friendly collegiality, 
and are themselves models of respect, helpfulness, and co-operation. Goleman (2004:2) adds 
that they have the ability to draw others into active, enthusiastic commitment to the collective 
effort, and to build spirit and identity, thus they go beyond the call of duty, spending time 
forging and cementing close relationships beyond mere work obligations. 
 
In the provision of excellent service in the hospitality industry, the leader with high teamwork 
competencies would stand in for a team member who is running late for a shift, or would help 
clear the tables in the restaurant on a very busy day. The ability to create an environment where 
employees can work together as a team to achieve shared goals enables employees to work 
faster and they are motivated to exceed guest expectations.  
 
In the next section an overview of instruments used to measure EI in the competence model 
used in this study, is provided. 
 
2.3.3.2 Measuring EI in the competency model 
As justified in Section 2.3.3.1 the instruments used to measure EI in the competency model 
include the Emotional Competency Inventory (ECI) and the ESCI. As mentioned previously, in 
this study, the researcher used the ESCI instrument, which is the most updated version of the 
ECI instrument, to measure EI in the selected hotel groups. Before the ESCI instrument is 
discussed, an overview of the ECI is provided.  
 
a) The ECI 
The ECI instrument is a Hay Group (2006) 360-degree instrument, which gathers self, 
subordinate, peer, and supervisory ratings on the four main clusters, namely self-awareness, 
self-management, social awareness, and relationship management and the corresponding 18 
social and emotional competencies of individuals in organisations (Cherniss and Goleman, 
2001:87). The respondents were requested to respond to a six-point Likert scale to rate 
themselves, or another person, on each competence. The scales are largely a behavioural 
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measure of an individual’s emotional competence, which covers the full spectrum of emotional 
competencies to help identify the star performers in an organisation. The developers have 
asserted that the ECI is designed for use as a tool that can be used in developing employees in 
organisations, rather than for making hiring, promotion, or compensation decisions (Gowing, 
2001).  
 
According to Boyatzis (2011:1) the developers of the ECI instrument (Hay Group) indicated, 
however, that the participants in most cases are untrained informants who are requested to 
assess an individual on their behaviour – which means that they will require considerable 
guidance. Furthermore, the professional research community has levelled some criticism at the 
developers’ approach to conceptualising and measuring EI in the ECI. Even though the ECI had 
acceptable validity and reliability in a variety of studies (Boyatzis, 2011:2), in some studies the 
results showed some instability since the competency scales did not appear valid as separate 
scales and the clusters did not differentiate themselves sufficiently from one another (Conte, 
2005; Matthews et al., 2004; Van Rooy and Viswesvaran 2004). As a result, the instrument 
developers decided to seek a higher psychometric standard and designed the ESCI instrument 
described in the next section. 
 
b) The ESCI     
Based on the criticism levelled against the ECIas highlighted in the previous section, the Hay 
Group reconceptualised the measures of social and emotional competencies (Boyatzis, 2007). In 
the reconceptualisation process, the Hay Group reviewed every item of the 360-degree 
measuring instrument, applying factor analysis and revising the factors – also referred to as 
competency dimensions – to ensure that they identified specific behaviours that were 
understandable and concise (Boyatzis, 2007).  These revisions resulted in four clusters, namely 
self-awareness, self-management, social awareness, and relationship management, with 12 
competency dimensions. Furthermore, the ECI algorithm that was based on developmental 
levels was replaced with a measure based on the consistency of behaviour (Boyatzis, 2007). As 
such, the instrument differentiates between the ability to understand and use emotions about 
oneself from the ability to understand and apply emotional understanding when dealing with 
others (Hay Group, 2011).  The reliability and validity of the ESCI instrument are discussed in 
section 5.5 of Chapter 5.  
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Having conceptualised EI and provided a justification for adopting the competence EI model 
and the ESCI instrument in this study, it is deemed important to contextualise leadership and 
establish the association between EI and effective leadership in following section. 
 
2. 4 EI AND LEADERSHIP 
In order to understand the association between EI and leadership, it is important to first 
understand what leadership is, including its relationship to management. In this section 
leadership is contextualised and the relationship between EI and leadership effectiveness is 
presented.  
2.4.1 Leadership contextualised 
Despite being frequently and well researched (Piel, 2008:23; Bass, 2008:25; Brown and 
Moshavi, 2005:867; Burns, 1978:103), leadership remains a unique and ambiguous concept 
marked by many definitions and different theories (Bass 2008:3). Many theories have been 
developed over the years, because of the interest in leadership as a practice, and as a research 
topic, describing leaders and how they influence others (Cavagnaro and Curiel, 2012:229; 
Boyatzis and McKee, 2007:14; Northouse, 2007:2; Segerstrom and Miller, 2004:602; Bass, 
2008:11). A review of the literature reveals an evolving series of schools of thought, from great 
man theories to transformational leadership and spiritual leadership. Table 2.4 provides a review 
of the different leadership theories found in the literature, and how leadership is defined in each 
of the theories. 
 
Table 2.4: Definitions of leadership according to leadership theories 
THEORY DEFINITION OF LEADERSHIP  
Great man theories Leaders are the few individuals in every society who possess different 
degrees of intelligence, energy and moral force, who may influence the 
masses to go in a certain direction. 
Trait theories The leader is endowed with superior traits and characteristics that 
differentiate him/her from those who follow. 
Situational theories Leadership is the product of situational demands; and great leaders are 
a result of time, place and circumstances. 
Personal 
situational theories 
Leadership is a combination of great-man, trait and situational 
leadership, which includes affective, intellectual, and action traits.  
Psychoanalytical 
theories 
The leader functions as a father figure, a source of love and fear, as the 
embodiment of the superego, the emotional outlet for employees’ 
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THEORY DEFINITION OF LEADERSHIP  
frustrations and destructive aggression. 
Humanistic 
theories 
Human beings are by nature motivated beings, and organisations are 
by nature structured and controlled. Leadership is needed to modify 
organisational constraints, and to provide freedom for individuals, in 
order to realise their full potential, and to contribute to the 
organisation.  
Leader-role theory Leadership is one of the differentiated roles within a group, and the 
person in that position is expected to behave in a way that differs from 
others in the group. 
Path–goal theory Leaders reinforce change in followers by showing followers the 
behaviours (paths) through which rewards may be obtained. 
Contingency 
theory 
The effectiveness of a task-relations-orientated leader is contingent 
upon the situation. 
Cognitive 
leadership: 
twentieth century 
great man  
Leaders are people who by word and/or personal example markedly 
influence behaviours, thoughts, and /or feelings of a significant number 
of their fellow human beings. 
Interactive 
processes:  
multiple linkage 
model, multiple 
screen model, 
vertical-dyad 
linkage, exchange, 
behaviour, and 
communication 
theories 
Leadership is an interactive process; for example, the relationship 
between a leader’s intelligence and his/her group’s performance, the 
relationship between the leader and each individual and social 
interaction. 
Power influence: 
participative 
leadership, rational 
– deductive 
Participative leadership deals with power sharing and the 
empowerment of followers. Leadership is the process of persuasion or 
example, whereby an individual induces a group to pursue objectives 
held by the leader, or shared by the leader and his followers.  
Attribution, 
information 
processing, and 
open systems 
Leadership is a socially constructed reality. Attributions of leadership 
by observers and group members are biased by their individual social 
realities. 
Integrative: 
transformational, 
value-based 
leadership 
Transformational leadership is a process, in which leaders and 
followers raise one another to higher levels of morality and motivation 
Charismatic 
leadership 
Leaders possess exceptional qualities, as perceived by subordinates.  
Competence-based 
leadership 
Leaders possess critical competencies that tend to predict the 
difference between outstanding performers and average performers. 
Aspirational and 
visionary 
leadership 
Leadership is the art of mobilising others to want to struggle for shared 
aspirations with an emphasis on the follower’s desire to contribute, and 
the leader’s ability to motivate others to action. 
Managerial and 
strategic leadership 
Leadership represents integration between external and internal 
partnerships. It is the process of giving purpose to collective efforts, 
and causing willing efforts to be expended to achieve purposes 
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THEORY DEFINITION OF LEADERSHIP  
dependent upon time, place, and the individual and situation. 
Results-based 
leadership 
Leadership can be described and distinguished, based on the results 
that leaders deliver.  
Leader as teacher Leadership is about motivating others by teaching stories; and effective 
leadership equates with effective teaching. 
Leadership as a 
performing art 
Leadership is covert: leaders perform unobtrusive actions that 
encompass all the things a leader or a manager does (orchestra 
conductors and jazz ensembles). 
Cultural and 
holistic leadership 
Leadership is the ability to step outside the culture, to start an 
evolutionary change process. It is the ability to include important 
stakeholders, evoke followership, and empower others, which is 
contextual and systematic and promotes learning organisations. 
Servant leadership Leaders primarily lead by serving others – employees, customers and 
the community.  
Spiritual leadership Leadership involves influencing the soul rather than controlling action. 
It involves connecting with others; thus leaders must include spiritual 
care into their practice. They must consider and actively engage in 
making for themselves, and then helping their followers to make these 
connections. 
Source: Adapted from Covey (2004:352-358) 
 
As can be seen in Table 2:4, the search for the one “perfect” definition of leadership would not 
make sense since the appropriate choice of definition depends on the methodological and 
substantive aspects of the leadership theory (Cavagnaro and Curiel, 2012:231). The overview 
provided in Table 2.4 suggests that there has been a shift over the years from military, 
autocratic, dogmatic leadership theories to ones that are more people-focused and inclusive. 
Tichy and Cardwell (2002:55) suggest that successful leadership can be accomplished through 
ideas and values, not through coercion and Machiavellian manipulations. Traditionally, 
effective leaders were seen as those who lead with authority, power and aggression. However, 
in terms of the contemporary perspective of leadership, the true essence of leadership lies in 
inspiring others to grow and achieve positive change. Kouzes and Posner (2010:5) reinforce this 
notion, stating that leaders have the ability to move others to want to do something because of 
their credibility and thus, they are able to enlist support and gain commitment. Csikszentmihalyi 
(2003:113) agrees, commenting, “leadership must embrace the idea that before products, profit, 
and market share, they are primarily responsible for the emotional well-being of their workers.”  
 
 Despite the differences in theories, ideas, views of, and approaches to leadership, there are 
some commonalities across leadership definitions (Yammarino, 2013:150). Wiencaw (2008:1) 
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defines leadership as “a characteristic or quality that automatically induces other people to 
follow the leader. It is a process, [comprising a] series of actions, changes, or functions that 
bring about the desired result.” Wiencaw’s (2008) definition implies that leadership is an 
ongoing process, which involves conscious intentional attempts to modify one’s own and 
others’ behaviours in order to achieve the desired outcomes. Kouzes and Posner (2007:3) define 
leadership as ultimately about creating a way for people to contribute to making something 
extraordinary happen. The key element in Kouzes and Posner’s (2007) definition is the fact that 
leadership is an influential process, where the leader influences the followers to behave in a 
certain way, in order to accomplish organisational goals. This influential process is assumed to 
involve inspiring, motivating, and directing follower activities to achieve group or 
organisational goals. Bass (2008:25) concurs with Wiencaw (2008) and with Kouzes and Posner 
(2007), noting that “leadership is an interaction between two or more members of a group that 
often involves a structuring or restructuring of the situation, and of the perceptions and 
expectations of the member.” The definitions acknowledge the importance of the leader–
follower relationship, the motivation of followers, and inspiring enthusiastic commitment in 
followers.  In other words, the definition asserts that for leaders to be effective, they have to 
ensure that their followers’ motivational behaviour is well taken care of, and that they are 
inspired to commit to the organisation. The leadership definition adapted for this study is one 
given by Yammarino (2013) who provides a definition that summarises many leadership 
definitions: 
Leadership is a multi-level (person, dyad, group, collective) leader-follower 
interaction process that occurs in a particular situation (context) where a leader (e.g. 
superior; supervisor) and followers (e.g. subordinates, direct reports) share a 
purpose (vision, mission) and jointly accomplish things (e.g. goals, objectives, 
tasks) willingly (e.g. without coercion) (Yammarino, 2013:150). 
Thus, in a constantly changing work environment, similar to the current environment in the 
hospitality industry, the leader plays an important role in the process of influencing, shaping the 
expectations and performance behaviour of his followers. 
 
Historically, leadership was predominantly studied as either a murky practice, as with the 
ancient Egyptians and Greeks, a military topic, as with the Chinese, Europeans, and early 
Americans, or as a tribal construct that involved survival of the tribe and its people (Hatfield, 
2009:25). Since the early to mid-1900s, leadership has received significant academic and 
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practical attention as an area of management research (Yukl, 2012:20; Bass, 2008:25; Wren, 
2005:3). However, the relationship between leadership and management has been cloudy.  
According to Cavagnaro and Curiel (2012:232), founders and directors of the UK-based Forum 
for the Future, the world of leadership development is extraordinarily loose in its use of 
language, with a blurring between the use of “leadership” and “management”. Arguably, the 
interchangeability of the terms may hamper clarity in some respects (Nienaber 2010:7); thus, it 
is imperative to elucidate the two. According to Cavagnaro and Curiel (2012): 
Management is a set of processes that can keep a complicated system of people 
and technology running smoothly. The most important aspects of management 
include planning, budgeting, organising, staffing, controlling and problem 
solving. Leadership is a set of processes that creates organisations in the first 
place, or adapts them to significantly changing circumstances. Leadership 
defines what the future should look like, aligns people with that vision, and 
inspires them to make it happen despite the obstacles (Cavagnaro and Curiel, 
2012: 232). 
The above description of management and leadership poses questions as to whether 
management can be practised without basic leadership competencies.  
 
 An analysis of the descriptions of leadership and management presented in literature reveals 
that there are three different views with regard to the relationship between leadership and 
management. The three views are:  
• Leadership is synonymous with management. 
• Leadership and management are complementary.  
• Leadership is entirely a separate concept from management. 
 
Despite the differences in the leadership views presented above, numerous studies on 
management and leadership indicate that the two are synonymous or at least related   
(Cavagnaro and Curiel, 2012:233; Chapman, 20121; Hellriegel et al., 2012:110; Rowe and 
Guerrero, 2012:2; Nienaber, 2010:7; Cragg and Spurgeon, 2007; Kent, 2005; Wren, 2005). 
Nienaber (2010:7) further asserts that the introduction of leadership in organisations is 
indicative of its synonymous relationship to management.  Nevertheless, other scholars (Bennis, 
2006:46; Antonakis, 2006:4; Buckingham, 2005:6; Justice, 2005:60; Kotterman, 2006:16) have 
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shifted from leadership as a synonym or complement of management to a separate construct, 
although this is inextricably linked to management. Despite the above assertions, other writers 
such as Rowe and Guerrero (2012:2) lament the lesser emphasis on management, and more 
emphasis on leadership. In the current study, the researcher recognises that leadership and 
management are synonymous and/or complementary and that the degree of input varies from 
case to case. While the study of leadership as an academic construct is clearly evident, the large 
quantity and diversity of research suggests a significant interest in understanding the application 
of leadership effectiveness in the modern world as a synonym and/or a complement to 
management. 
 
The assumptions adopted in this study are that the leadership role of the manager is crucial in 
influencing followers to perform. As such, it is assumed that organisations would make 
concerted efforts to appoint people with leadership capabilities into management positions.  
What is very relevant from leadership literature is Goleman’s (1998b; 2001), Goleman et al. 
(2002:75) assertions that leaders should possess EI, in order to be effective in influencing 
others, regardless of which leadership theory is adopted. In the next section a review of 
literature on the relationship between leadership and EI is presented.   
2.4.2 EI and effective leadership 
According to Yammarino (2013:153), there is a rising acknowledgement of the importance of 
the role of emotions for leaders. According to Goleman (1998:94), effective leaders are alike in 
one crucial way, namely that they all have a high degree of EI. The significant relationship 
between EI and effective leadership is well researched (Suhaila and Zahra, 2013; Kamran, 2010; 
Boyatzis and Ratti, 2009; Chan, 2007; Barbuto and Burbach, 2006; Brown, Bryant and Reilly, 
2006; Cherniss et al., 2006; Kerr, Garvin, Heaton and Boyle, 2006; Rahim and Psenicka, 2005; 
Daus and Ashkanasy, 2005; Dulewicz, Young and Dulewicz, 2005; Rosete and Ciarrochi, 2005; 
Ferres and Connell, 2004; Goleman, 2004; Prati et al., 2003a; Leban, 2003; Mayer and Caruso, 
2002; and Goleman, Boyatzis and McKee, 2001). Researchers concur that highly effective 
leadership is associated with higher levels of EI, and neither IQ nor personality can explain the 
variance (Rosete and Ciarrochi, 2005:109). Leaders with higher EI are found to be more 
effective as change managers who can facilitate positive acceptance of change by reducing 
distrust and resistance (Ferres and Connell, 2004).  
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Given the dynamism and the complexity of the contemporary business landscape (such as the 
one that exists in the hospitality industry), organisations are battling to find leaders who are 
emotionally intelligent, and who use EI competencies to solve critical problems, in order to take 
the organisation to the next level (Goleman, 2009:94). The association between leadership 
effectiveness and EI is based on the notion that individuals differ significantly in their ability to 
understand and use emotional stimuli in productive ways (Pillay, Viviers and Mayer 2013:7; 
Hur, Van den Berg, and Wilderom, 2011:591; Bono and Ilies, 2006; Riggio and Reichard, 
2008:169). Effective leaders are said to be self-aware and aware of their impact and influence 
on others, knowing how those they lead experience their leadership. This awareness results in 
the needed insight into themselves and others to create resonant relationships, relationships that 
include an overall positive emotional tone and attunement with others (Segal, 2009: Boyatzis 
and McKee, 2005: According to Caruso et al. (2002:56), accurate recognition of emotion in 
others is critical to leaders’ capacity to inspire and build relationships. Caruso et al. concur with 
Goleman et al. (2002), who say that:   
The glue that holds people together in a team, and that commits people to an 
organisation, is the emotions they feel. How well leaders manage and direct those 
feelings to help a group meet its goals depend on their level of EI. Their passion and 
enthusiastic energy resound throughout the group (Goleman et al., 2002:93). 
 
Goleman et al. (2002:73) assert that when leaders drive emotions positively, they bring out the 
best in everyone. This is an effect called resonance; however, when leaders drive emotions 
negatively, they spawn dissonance, causing emotional frustration, stress, burnout, and 
disengagement among their followers.  It is in this leadership perspective that the various 
leadership models such as traits, behaviours, situational and transformational models, are likely 
to congregate into one leadership perspective – EI leadership. This is in agreement with the 
leader facilitation espoused by House in 1971. House (1971:321) posits that “to motivate 
followers, leaders must provide a facilitative role in emphasising the benefits of goal 
achievement, clarifying and communicating the necessary and appropriate behaviour, 
communicating and clarifying success criteria, and removing or eliminating barriers and 
resource insufficiencies”.  
 
Daus and Ashkanasy (2005:51) reviewed the empirical evidence of the relationship between EI 
and leadership, and identified a significant positive relationship between understanding, 
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identifying and managing emotions and leadership, leading them to conclude that EI is critical 
for effective leadership.  Boyatzis and Ratti (2009:821) in their study, identified competencies 
that differentiated effective leaders. The results of their study suggest that emotional, social and 
cognitive competencies predict performance and that there is a strong relationship between EI 
and effectiveness of leaders. In a meta-analytical investigation of the relationship between EI 
and leadership effectiveness, Martin (2008) found that a moderately strong relationship exists 
between EI and leadership effectiveness. In a study to determine the relationship between 
supervisory EI and follower/subordinates’ rating of supervisor’s effectiveness, Kerr, Garvin, 
Heaton, Boyle (2006:275) concluded that the overall results of the data analysis indicated that a 
leader’s EI might indeed be a key determinant of effective leadership. Employee perceptions of 
supervisor effectiveness are strongly related to the EI of the supervisor. The results of Kerr et 
al.’s (2006:275) study support the relationships in the proposed conceptual model in the current 
study; however, the results do not address the specific leadership indices, which are what the 
current study focuses on. In the current study, motivational behaviour and organisational 
commitment were assessed as leadership effectiveness indices, and the relationships were tested 
in the hospitality industry.  
 
2.5 SUMMARY 
Chapter 2 explores one of the key elements of the present study, that is, EI and related concepts. 
The chapter sets the scene by presenting EI and as an important concept in management 
research which influences the success of managers in leadership endeavours. Leaders within any 
organisation are faced with many challenges that present themselves in many unique forms. 
Given the dynamics and complexity of the hospitality industry, the need for effective leaders is 
very high. In this chapter, effective leaders are viewed as those leaders who can positively 
influence the motivational behaviour and organisational commitment of followers. A 
conceptualisation of EI is presented beginning with the historical underpinning of the concept. 
The main EI models are presented, namely the abilities model, the traits and characteristics 
model and the competence model. The competence model is detailed as the model adopted for 
the current study and justification for this adoption is provided. Leadership as a concept is 
contextualised and the synonymous and complementary relationship between leadership and 
management is clarified. 
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Goleman (2001) asserts that for leaders to be effective they require EI competencies. According 
to the competence model, EI is the capacity to recognise own feelings and those of others, for 
motivating oneself, and being able to manage emotions well in oneself and in relationships. 
According to Goleman (2001), this capacity is learned and results in outstanding performance. 
Numerous empirical studies have shown that the construct of EI has significant implications for 
leadership effectiveness While there is evidence of the relationship between EI and effective 
leadership in the literature, as presented in section 2.8, there is a paucity of empirical evidence 
to ascertain the relationship between the EI of leaders and followers’ motivational behaviour 
and organisational commitment as leadership indices. The main purpose of the current study, 
thus, was to determine the relationship between leader EI and followers’ motivational behaviour 
and organisational commitment as identified leadership effectiveness indices. The two 
identified leadership indices of motivational behaviour and organisational commitment are 
reviewed in Chapter 3 and Chapter 4 respectively. 
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CHAPTER 3 
MOTIVATIONAL BEHAVIOUR 
3.1 INTRODUCTION 
The concept of motivation has been a topic of debate in organisational behaviour, management, 
and leadership circles for a long time. Studies show that even though job performance depends 
on three major elements, namely motivation, ability, and environment, in most situations 
motivation is the most difficult and complex to manage (Jackson-Palmer, 2010:103; Moorhead 
and Griffin, 2009: 104).  Motivation is believed to be a reason why people engage in certain 
behaviour rather than in an alternative behaviour. According to Moorhead and Griffin 
(2009:103), very often the difference between effective organisations and less effective 
organisations lies in the motivational profiles of their employees.  According to Tell, Ayeni, and 
Popoola (2007:1), a comprehensive database analysis concluded that even competitiveness 
problems appear to be largely motivational in nature. Tell, Ayeni, and Popoola’s (2007:1) 
notion is supported by Barbuto and Gifford (2007:636) who posit that leaders able to motivate 
their workers have better chances of reducing the typical labour challenges of today’s economy 
(turnover, absenteeism, and low productivity). Having said that, it is important to also mention 
that motivation is presented in literature as a very complex construct, which explains why there 
have been so many motivational theories and approaches to date. According to Barbuto 
(2007:636), the most common challenge leaders face when motivating followers, is a tendency 
to assume that all are motivated by the same means.  
 
Literature seems to suggest that there is no single answer to what motivates employees to work. 
Furthermore, there has been less work done by scholars on employee motivation during the past 
15 years (Iqbal, Yusaf, Munawar and Naheed, 2012: 693). However, current trends seem to 
place a strong emphasis on the importance of EI for leaders in achieving organisational goals. In 
this study, the researcher examined the relationship between leaders’ EI and followers’ 
motivational behaviour and organisational commitment in the hotel industry. In this chapter, the 
researcher explores the concept of followers’ motivational behaviour as a specific index of 
leadership effectiveness in the hotel industry. The chapter begins with the conceptualisation of 
motivation. Motivational frameworks are outlined and the importance of motivation in the 
workplace, in general, and the hotel industry, in particular, is described. The relationships 
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between motivational behaviour and leadership effectiveness, as well as the relationship 
between motivational behaviour and El of the leader, are then addressed.  
 
3.2 WORK MOTIVATION CONCEPTUALISED 
Definitions for the concept of motivation abound.  The term motivation comes from the Latin 
word movere which, when translated into English, means “move”. This refers to the forces that 
move, arouse and direct people (Rainey, 2009:248). According to the Oxford English dictionary 
(2009:10), “motivation is the conscious or unconscious stimulus for action towards a desired 
goal especially resulting from psychological or social factors which give purpose or direction to 
human or animal behaviour.” Jones et al. (2004:427) define motivation as a “psychological 
force that determines the direction of a person’s behaviour in an organisation, a person’s level 
of effort, and a person’s level of persistence in the face of obstacles”. Hellriegel et al. 
(2012:384) concur with Jones et al. (2004) when they define motivation as “a psychological 
state that exists whenever internal and/or external forces stimulate, direct, or maintain 
behaviours. Samson and Daft (2009:593) put it in simple terms, and define motivation as the 
arousal, direction, and persistence of behaviour”. Bratton and Gold (2007:12) define motivation 
from the context of psychology, economy and human studies as a reason or reasons that make a 
person engage in a particular behaviour. This implies that different things can motivate different 
people. On the other hand, motivation is defined as the intrinsic and extrinsic factors that drive a 
person to act or take certain action (Adair, 2009:101). This definition identifies the effect of 
external forces (such as the reward system and the nature of work in an organisation) and 
internal forces of an individual (such as needs and motives) on the behaviour related to work. 
 
In organisational behaviour literature, the concept of work motivation is widespread and 
denotes the application of the motivation construct defined above to work settings. Prichard and 
Ashwood (2008:6) define work motivation as the process used to allocate energy to maximise 
the satisfaction of needs. Prichard and Ashwood’s (2008:6) definition of work motivation 
concurs with that of Latham and Pinder (2008:11) who define work motivation as a set of 
energetic forces that originate from within and beyond a person’s being (the internal and 
external forces) that initiate work-related behaviour in the individual, determining the form, 
direction, intensity, and duration of the work performed. The external and/or internal forces 
driving behaviour according to these definitions are the extrinsic and intrinsic concepts of 
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motivation, which are believed to drive behaviour. The direction of behaviour refers to the 
possible behaviours that people could engage in, while persistence refers to whether people 
keep trying or give up when faced with obstacles. The definitions also highlight that work 
motivation is not something that can be observed directly; rather, it is latent and is the reason 
why people behave the way they do.  
 
According to Cetin (2013:71), Lundberg, Gudmundson and Anderson’s (2009:8) work 
motivation is believed to have two important characteristics as a form of energy, which directs 
and determines human behaviour. Firstly, it is a form of energy that directs people to behave in 
a certain way. Secondly, it is effective in inclining towards goals. The above assertion positions 
motivation as affecting individual behaviour and encouraging individuals to take action to a 
certain end. The above assertion is in agreement with Kanfer, Chen and Pritchard (2008:3) who 
assert that work motivation in all settings determines the extent to which a person allocates 
personal resources across a range of actions. Motivation in work settings is believed to cause a 
level of effort allocated to, persistence in, and initiation of behaviour (Qenani-Petrela, Schlosser 
and Pompa, 2007:113). In customer service-orientated organisations such as the hospitality 
industry, motivation creates a value within the competition by affecting the quality of the 
enterprise (Lundberg et al., 2009:89; Cetin, 2013:70). Work motivation is therefore the reason 
why people behave in certain ways in work settings. Table 3.1 is a representation of the 
summaries of various definitions of the concepts motivation as found in various literature 
sources. 
	  
A close analysis of the above definitions reveals that most authors agree that it is motivation 
that energises, directs and sustains people’s behaviour in an organisation, including determining 
the intensity of the behaviour in work settings. These definitions also highlight that employees 
must be adequately energised and stimulated; must have a clear point in mind about what they 
want to achieve and should be ready to use their energies for a sufficient time in order to 
achieve their goals. In this study, motivational behaviour is used as a synonym for work 
motivation.  According to Barbuto (2002:2), motivational behaviours are behavioural indicators 
of the source of the motivation. In this study the focus will be on the source of motivation on the 
part of followers and how a leader can stimulate motivational behaviour, direct motivational 
behaviour or sustain motivational behaviour with an emphasis on the relationship between 
leaders’ EI and followers’ motivational behaviour. 
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Table 3.1: Definitions of motivation as found in literature 
Source: researcher’s construction based on literature cited in this table 
 
One area where researchers agree with regard to work motivation is the fact that motivation 
generally can be grouped into two categories, namely intrinsic and extrinsic motivation (Bakay 
Authors 
Psychological 
Process 
E
nergy 
Force(s) 
D
eterm
ines/ stim
ulate 
behaviour/action 
D
irect behaviour 
D
eterm
ines the intensity of 
behaviour 
Sustains behaviour 
E
xternal and internal 
Influences/leads to the 
attainm
ent of goals/needs 
Leonard, Beauvais and 
Scholl (1999) 
  ü    ü   ü   ü  
Komanski (2003)     ü      ü  
Steers, Bigley and 
Porter (2003:379) 
 ü  ü   ü  ü   ü    
Jones et al. (2004:427) ü    ü  ü  ü  ü  ü    
Hellriegel (2005:384) ü     ü  ü   ü  ü  ü  
Latham and Pinder 
(2005) 
   ü  ü  ü  ü  ü  ü   
Bratton and Gold 
(2007:12) 
ü     ü  ü      
Pool and Pool (2007) ü  ü          
Robbins et al. (2007)  ü     ü  ü  ü   ü  
Qenani-Petrela, 
Schlosser and 
Pompa(2007:113) 
    ü   ü  ü    
Prichard and Ashwood 
(2008:6) 
 ü  ü        ü  
Latham and Pinder 
(2008:11) 
  ü  ü  ü  ü  ü  ü  ü   
Kanfer, Chen and 
Pritchard  (2008:3) 
ü  ü  ü   ü  ü  ü  ü    
Rainey (2009:248)    ü  ü  ü      
Ad  Adair (2009:101)     ü     ü   
Ba  Bakay and Huang, 
(2010:3) 
        ü   
Sa  Sansone, Thoman and 
Smith, 2010 
        ü   
C    Cetin 2013:71   ü    ü    ü   
TOTAL 14 5 5 6 4 11 11 4 7 4 4 
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and Huang, 2010:3; Mahoney and Lederer, 2006:42).  Intrinsic motivation is when an individual 
engages on a task purely for its own sake (Gagne and Deci, 2005:331). According to Wang, 
Khoo, Liu and Divaharan (2008:39), this means an individual is motivated by the satisfaction 
and enjoyment derived from engaging in the task. Extrinsic motivation, on the other hand, 
occurs when a person engages in a task because of instrumental reasons (Gagne and Deci, 
2005:331). This means that with extrinsic motivation the individual is motivated by the reward 
he/she will receive upon satisfactory or above satisfactory completion of a task, or to avoid 
punishment that he/she would receive if there were below average performance in completion of 
the task.  In terms of extrinsic motivation, two distinct categories have emerged from the 
literature: (1) motivation that is based on factors extrinsic to the activity, where the individual 
feels externally propelled into action, and (2) motivation that is based on factors extrinsic to the 
person where the activity is self-endorsed and thus adopted with a sense of volition (Deci and 
Ryan, 2000:55; Sansone and Harackiewicz, 2000:444). Whether followers are extrinsically 
motivated by factors extrinsic to activity or extrinsic to the person, or both, or by intrinsic 
factors, the important point is that leaders need to understand the source of motivation for their 
followers and find ways to influence the behaviour in order to get the desired results.   
 
Early works linked work motivation to the achievement of predefined outcomes (Maslow, 
1943). This led researchers to assert that motivation was a key factor in energising and driving 
behaviour towards achieving particular goals (Sansone, Thoman and Smith, 2010:192). These 
early studies on work motivation focused on explaining three types of behaviours, namely the 
fulfilment of basic human needs related to survival and procreation (e.g. hunger, thirst, and sex), 
the desire to secure extrinsic rewards, and the desire to avoid punishment (Sansone and 
Harackiewicz, 2000:2). Later studies by White (1959) “Motivation reconsidered: The concept 
of competence”, Herzberg (1966; 2003) “Work and the nature of man” and “One more time: 
How do you motivate employees?” as well as Simon’s (1997) “Administrative behaviour”, 
recognised another form of motivation whereby individuals performed work on their own 
initiative in order to satisfy non-material needs. To date, a number of motivational frameworks 
have been developed to explain how employees can be motivated. In the following section 
different motivational frameworks will be presented.  
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3.3 WORK MOTIVATION FRAMEWORKS 
Literature on work motivation is prolific and, according to Moorehead and Griffin (2009:138), 
it comprises two main frameworks: need-based and process-based theories. Need-based theories 
focus on a description of motivation as arising from unsatisfied human desires or needs, with an 
attempt to describe the collection of motivational factors in a content perspective. Authors such 
as Bosompem, Kwarteng and Obeng-Mensah (2012:19), Barbuto and Gifford (2012:20), and 
Steers, Bigley and Porter (2002:379) refer to this category as content-based theory, and they 
define content-based motivation as an assumption that an individual possesses unique factors 
that energise, direct and sustain work-related behaviour. However, the theories under this 
category are the same. Process-based theories, on the other hand, include a focus on the 
behavioural processes that take place when people try to satisfy their needs, how motivated 
behaviour occurs, and how people choose among alternative behaviours (Moorehead and 
Griffin, 2009:140). While Moorehead and Griffin (2009:138) divide work motivation into two 
frameworks, many other frameworks have emerged over the years across disciplines. According 
to Steel and Konig (2006:890), a common theme across disparate disciplines is the need for 
more comprehensive and integrated theories (Cooksey, 2001; Leonard, Beauvais and Scholl, 
1999; Mellers, Schwartz and Cooke, 1998; Langley, Mintzberg, Pitcher, Posada and Saint-
Macary, 1995; and Eisenhardt and Zbaracki, 1992).  According to Locke and Latham cited in 
Steel and Konig (2006:890), there is a need to put the different work motivation theories and 
processes into an overall model, thus suggesting that future research in the field of work 
motivation should focus on the development and validation of integrated goal-based models of 
work motivation. In the next section, different work motivation frameworks are presented.  
 
3.3.1 Hellriegel et al.’s (2012) work motivation framework 
Hellriegel et al.’s (2012:262) work motivation framework categorises the different motivation 
theories into four broad categories, providing insights from all of them on how employees feel 
about their work and how effective performance management systems can be developed to 
motivate employees. Hellriegel et al.’s (2012) work motivation framework focuses on four 
general categories of work motivation theories, namely individual differences, organisational 
context, managerial behaviour and the integrated perspective of the motivation process. Figure 
3.1 is a diagrammatic representation of Hellriegel et al.’s (2012) work motivation framework.  
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Figure 3.1: Hellriegel et al.’s (2012) work motivation frameworks 
 
Source: Adapted from Hellriegel et al. (2012:262)  
3.3.1.1 Individual differences 
This category of motivation theories views motivation as characteristics of individuals. 
Individual characteristic differences are “the unique needs, values, personalities and other 
characteristics that employees bring to their jobs which vary from one individual to the other” 
(Hellriegel et al., 2005:386). The best-known motivation theory that addresses individual 
differences is the needs theory, which was developed by Abraham Maslow (Robbins, Odendaal, 
and Roodt, 2009:149). The theory is based on a pyramid showing a hierarchy of needs 
consisting of five basic categories: physiological needs which can be satisfied from a salary, 
security needs (job security), belongingness needs (e.g. friends in work groups), esteem needs 
(e.g. respect and self-actualisation), and finally the need for achievement and a challenging job 
at the top of the pyramid. The first three sets of needs are deficiency needs since their 
satisfaction is necessary for the person to be comfortable, while the last two sets are growth 
needs involving personal growth and development (Jackson-Palmer, 2010:103).   
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The tenet of Maslow’s model suggests that needs at a higher level of the hierarchy will only 
have an effect on employees’ motivation if needs at the lower levels are satisfied.  Only after 
each need in the hierarchy has been adequately met can an individual be motivated to move on 
to higher level needs (Testani, 2012:27; Grensing-Pophal, 2002:9). If a previously satisfied set 
of needs becomes deficient, the individual will return to that lower level. Maslow’s needs theory 
suggests that leaders should understand and find creative ways to meet the needs of their 
followers. This is supported by Testani (2012:27) who posits that understanding the needs 
hierarchy and finding creative ways to meet those needs motivates employees, regardless of 
which generation they come from. In other words, as hotel leaders strive to motivate their 
followers, they need to have the EI competence that enables them to understand and find 
creative ways to satisfy those needs.  
 
The needs theory implies that for minimum wage earners, money may influence behaviour; 
however, according to Crouse (2010:1), in reality, motivation is an inside job that begins with 
the intentions and the motive one has. As Bowen (2003: 59) contends, people require a greater 
sense of achievement and self-actualisation. Barbuto supports this position when he says, “in 
the past, meeting basic needs of food and shelter were sufficient to motivate people; however, in 
today’s society these basic needs are generally satisfied and employees are craving for higher 
level motivators such as creativity and mind-expanding work” (Barbuto, 2005:21). Maslow’s 
theory, however, has several weaknesses according to literature. One of the weaknesses of the 
theory is that in real life, needs structures do not always follow Maslow’s model and are more 
unstable and variable than the theory indicates. The theory also does not take into consideration 
the fact that circumstances change people’s needs, which then places an emphasis on the need to 
have competencies that enable them to read people’s situations. However, it can be argued that 
the hierarchy of needs theory makes innate sense to a larger extent; thus, it is still one of the 
best-known and most popular among practising managers (Qenani-Petrela et al., 2007). 
Maslow’s need theory has EI elements, in that it speaks of employee satisfaction as the 
foundation of motivation, and emotions are posited as driving satisfaction (Jackson-Palmer, 
2010:105).  
 
Alderfer’s (1989) ERG framework of motivation also addresses individual differences (Weiss 
and Cropanzano, 1996). This motivation framework is one of the approaches that consider the 
intrinsic factors which cause people to behave in a certain way (Caulton, 2012; Ivancevich, 
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Konopaske and Matteson, 2008). This model approaches motivation from a needs perspective 
as well, but instead of five categories of needs, the theory specifies three needs, namely 
existence, relatedness, and growth (ERG) – also arranged in a hierarchy. Existence needs are 
desires for material and physical wellbeing, which are similar to Maslow’s physiological and 
security needs combined. Related needs are the desires to establish and maintain interpersonal 
relationships with other people, which are similar to Maslow’s affiliation needs. Growth needs 
are the desires to be creative, to make useful and productive contributions, and to have the 
opportunity for personal development, which is similar to Maslow’s esteem and self-
actualisation needs (Hellriegel et al., 2012:267; Jones et al. 2000:435).  
 
The ERG model presents the satisfaction of the three categories of needs as the basis for 
motivation, with emotions forming the core of satisfaction. The ERG model concurs with 
Maslow’s model in that as the lower level needs become satisfied, a person seeks to satisfy 
higher level needs. However, unlike Maslow, Alderfer believes that an individual can be 
motivated by needs at more than one level at the same time (Hellriegel et al., 2012).  The model 
recognises Maslow’s satisfaction progression hypothesis; however, it also contains a frustration 
regression hypothesis, which holds that when individuals are frustrated in meeting higher level 
needs, the lower level of needs re-emerge and again direct behaviour (Hellriegel et al. 
2012:267). It is worth noting that the most important contribution of the ERG theory is the 
frustration regression hypothesis, which specifies how managers can approach employee 
motivation. According to Testani (2012:30), ERG theory can be applied when taking into 
consideration the satisfaction of the basic needs of an individual. Testani (2012:30) also posits 
that the theory allows for leaders to anticipate and predict how employees will respond to 
different motivational factors. As with Maslow’s theory, however, research does not tend to 
support all of the specific ideas that are outlined in the ERG theory, such as the existence of the 
three-level need hierarchy that Alderfer proposed. According to Ivancevich et al. (2012:116), 
“ERG has not stimulated a great deal of research”. For that reason, this theory was not used in 
this study.  
 
Building on Maslow’s needs theory, McClelland (1961) developed his motivation theory: the 
achievement motivation theory, also known as the acquired needs theory or the learned needs 
theory (Moore, Grabsch and Rotter, 2010:25).  “Achievement motivation theory attempts to 
explain and predict behaviour and performance based on a person’s need for achievement, 
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power and affiliation” (Lussier and Achaea, 2007:42). The theory addresses individual 
differences focusing on three needs, namely the need for achievement, power and affiliation 
(McClelland 2010:167-168), and these needs have been linked to EI.  According to Robbins 
(2003:273), the need for achievement includes the drive to excel, to achieve in relation to a set 
of standards, to strive to succeed. Hellriegel et al. (2012:415) assert that the power motive to 
influence others can be based on a personal or socialised power. According to McClelland 
(2010:167), the need for power is concerned with “the control of the means of influencing a 
person.” This refers to the interpersonal relationship where the person in a superior position 
(leader) has the control of the means of influencing others (followers). This assertion provides a 
link with the EI of the leader in influencing the follower’s level of motivation. The first two 
needs have serious implications for the leader, as they are dependent on the leader’s ability to 
effectively communicate vision and thus influence employee’s performance (Jackson-Palmer, 
2010:105). The third need for affiliation has much to do with how people within the 
organisation relate to each other which also affects the way people work together, which has a 
strong link to EI.   
 
According to Jackson-Palmer (2010:105), the needs-based theories appear to have an 
overarching theme of EI because the theories present employee satisfaction as a foundation for 
motivation. Emotions serve to foster fulfilment, freedom from doubt, and compensation 
associated with satisfaction (Jackson-Palmer, 2010:104).  Goleman et al. (2002:93) note that the 
percentage of time people experience positive emotions at work turns out to be one of the 
important predictors of satisfaction and motivation; leaders who pass along good feelings drive 
business success. This view is supported by Fisher (2002:186) who finds that the emotions 
people feel while they work “reflect most directly the true quality of work life.” 
 
3.3.1.2 Job and organisation contexts 
The two-factor theory developed by Herzberg (1959) attempts to identify and explain the 
factors employees find satisfying or dissatisfying about their jobs and organisational contexts. 
Herzberg (1966) considered motivation a dual-structured phenomenon, with satisfaction and 
dissatisfaction as two distinct dimensions independent of each other (Herzberg, 2003:86). The 
first set of factors called motivation factors – also referred to as intrinsic factors – include 
internal factors such as achievement, recognition, responsibility, interesting and challenging 
work and greater responsibility, which are believed to lead to increased employee motivation. 
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According to Herzberg (2003), these motivational factors will lead to increased employee 
performance and satisfaction only in the absence of “dissatisfiers”.    
 
The second set of factors in the two-factor theory is called the hygiene or maintenance factors, 
also referred to as extrinsic factors which include pay, job security, employee benefits, working 
conditions, and relations with supervisors and co-workers.  These factors are external to the job 
(extrinsic) but are located in the work environment. According to Qenani-Petrela et al. 
(2007:114), the absence of hygiene factors can lead to dissatisfaction and lower motivation.  
Herzberg’s two-factor theory contributes to the understanding of motivation in two ways. First, 
it helps in focusing organisational leaders’ attention on the important distinction between 
intrinsic and extrinsic motivation in their quest to motivate followers. Second, the two-factor 
theory helps to prompt organisational leaders to study how jobs can be designed or redesigned 
so that they are intrinsically motivating. The theory also suggests that hygiene factors prevent 
dissatisfaction but do not contribute to an employee’s motivation. It is the motivators that are 
related to an individual’s work motivation. However, it is important to note that many research 
studies have tested Herzberg’s proposition. By and large, the theory, according to Locke quoted 
in Jones et al. (2000:436), fails to receive support. In investigating what leaders need to 
motivate others, some researchers agree that self-awareness is helpful in becoming aware of 
others (Venkateshi and Balaji 2011:198; Goleman, 2009:40; Dulewicz and Higgs, 2003:206; 
Herzberg, 2003:93).  
 
Other theories about how the job and organisational contexts affect motivation include the job 
enrichment theory, developed by Richard Hackman and Greg Oldham (1980). The job 
enrichment theory states that three critical psychological states are needed to create high levels 
of motivation in the workplace, namely a) experienced meaningfulness, which refers to whether 
employees perceive their work as valuable and worthwhile; b) experienced responsibility, which 
refers to whether employees feels personally responsible for the quantity and quality of their 
work; and c) knowledge of results, which refers to the extent to which employees receive 
feedback about how well they are doing. The three critical psychological states in this theory are 
affected by five job characteristics, namely skill variety, task identity, task significance, 
autonomy and feedback. Proponents of this theory argue that employees are motivated to the 
extent that their jobs have all of the five key job characteristics while taking into consideration 
the individual differences (Hellriegel et al., 2012:271).  
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Equity theory propounded by Adam Smith (1963) is another motivation theory that falls under 
the job and organisational context category in this motivational framework. This theory looks at 
how employees make judgments about whether the organisation is treating them fairly. 
According to Adam Smith (1963), individuals mentally form ratios to compare their input and 
outcomes with those of others doing similar work, to determine whether they are being treated 
fairly.  According to this theory, motivation is highest when as many people as possible in an 
organisation perceive that they are being equitably treated and that their input and their 
outcomes are in balance (Jones et al., 2000:349). This means that top contributors and 
performers are motivated to continue performing at high levels in order to keep the outcomes 
they are receiving at high levels, while mediocre performers realise that if they need to increase 
their outcomes, they need to increase their input. This theory implies that leaders need to realise 
the importance of equity for motivation and performance, and they need to continuously strive 
to ensure that followers feel that they are equitably treated. The theory highlights that while 
individual in nature, motivation takes place is social settings and is influenced by individual 
perceptions of equitable and inequitable treatment. However, the questions that remains are 
whether leaders understand the process of motivation and what equity means for different 
followers and how best to use it if employees are to be motivated and perform at high levels. 
 
3.3.1.3 Managerial behaviour 
Another category of motivation theories, according to Hellriegel et al.’s (2012) work motivation 
framework, is how managers’ behaviours affect motivation. In this category, the two prominent 
theories are the operant conditioning theory by BF Skinner (1974) and the goal setting theory by 
Edwin Locke (1960). Operant conditioning theory basically suggests that managers can 
motivate people to perform highly by using positive reinforcement or negative reinforcement 
(Jones et al., 2000:439). According to operant conditioning theory, managers can also motivate 
people to avoid performing dysfunctional behaviours by using extinction or punishment 
(Hellriegel et al., 2012:276). While this theory has many positive features, the major drawback 
of the theory is that it oversimplifies behaviour by not recognising individual characteristics 
(Hellriegel, et al., 2012). The theory also may unduly emphasise manipulating and controlling 
subordinates. Goal setting theory, on the other hand, suggests that leaders can promote high 
motivation and performance by ensuring that people are striving to achieve specific goals. The 
main premise of this theory is that goals will influence performance and the influence is related 
to efficacy and feelings about being able to function at a given performance level. The problem 
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with this theory is that its success is based on the employees having the competencies needed to 
achieve the goal, receiving feedback about how they are doing and receiving rewards for 
achieving the goals (Hellriegel et al., 2004:276; Jones et al., 2000:439-440). 
 
3.3.1.4 Motivation from an integrated perspective 
The last category of motivational theories according Hellriegel et al. (2012) is the integrated 
view of motivation. This category basically views motivation from an integrated perspective, in 
other words, incorporating many of the specific principles of the other theories. One of the most 
widely accepted models is the expectancy theory, which explains how people make decisions on 
how to behave. In determining why people choose the work they do, Vroom (1964) postulates 
the expectancy theory, based on early psychological theories such as Lewin’s (1951) force field 
notion. According to the force field notion, any current performance or being is a state of 
equilibrium between the driving forces that encourage upwards movement and the restraining 
forces that discourage it (Burnes and Cooke, 2013:409). Thus, expectancy theory was 
propounded on the premise that “work motivation is dependent upon perceived association 
between performance and outcomes and individuals modify their behaviour based on their 
calculation of anticipated outcomes” (Chen and Fang, 2008). Thus, work motivation is a process 
of making choices between behaviours and people pursue behaviours that they hope will lead to 
pleasurable outcomes. According to this expectancy theory, motivation is a product of valence: 
the value of a particular reward to the individual and expectancy; the individual’s perception of 
whether or not given patterns of behaviour will likely lead to the satisfaction of his or her needs 
(Wren, 2005:211). Valences can be positive (highly valued) or negative (avoided) and can vary 
in strength of the drive.  In other words, as motives and needs vary across individuals, so too 
does the degree of positive and negative valence existing for the same task among different 
people. Vroom affirms that all multipliers should be present for motivation to occur. By 
possessing a low expectancy value, one’s level of motivation can decrease. With the expectancy 
theory, Vroom helped to establish outcome levels of an individual’s performance-based effort 
and ability. He also posits that certain behavioural responses are found to be directly 
proportional to the action being performed (Wren, 2005:214). In the next section, another work 
motivation framework by Petri (2010) is presented. This framework is based on motivational 
behaviour components, which are believed to interact to produce motivated behaviour. 
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3.3.2 Petri’s (2010) motivational behaviour framework 
Motivational behaviour, according to Petri (2010:2), is dynamic and ever changing. This view 
of motivational behaviour according to Petri (2010) is consistent with the force field theory 
propounded by Lewin (1936), which proposes a dynamic view of behaviour. The view is also 
consistent with that of Birch, Atkinson and Bongort (1974) who conceive of behaviour as 
constantly changing from one moment to another based on conditions of the situation in which 
one finds oneself (Petri, 2010:20). The four major motivational components of behaviour that 
act – and more importantly, interact – to produce motivated behaviour according to this 
framework, are biology, environment, cognition and emotion. Petri (2010) posits that each of 
the four components interacts with one or more of the other components to produce motivated 
behaviour. 
 
3.3.2.1 Biology 
According to this framework, there is convincing evidence that biology controls motivational 
behaviour. This view of motivational behaviour is supported by early instinct psychologists 
such as James (1890) and McDougall (1970), who propose that most human behaviours are 
innate. This view is also supported by Lonenz  (1950), Tanbergen (1951), Eibl-Eibesfeldt 
(1972, 1989) and Manoli, Foss, Villella, Taylor, Hall and Baker (2005) who posit that humans 
would show innate behaviours at appropriate times if the appropriate signal was present. Further 
developments in that area reveal a link between social motivation and the amygdala – which is 
the orbit frontal cortex connections of the brain. Social motivation is believed to have a genetic 
component that is regulated by the amygdala (Meyer-Lindenberg, Hariri, Munoz, Mattay, 
Morris and Berman, 2005). Kosfeld, Heinrichs, Zak, Fischbacher and Fehr (2005) support this 
view, and adding that there is a biological basis for feelings of trust. Based on that view, the 
assumption in this study is that if motivational behaviour, such as feeling trust, is based on 
biology, and EI includes interpersonal understandings, then there should then be a positive 
relationship between follower motivational behaviour dimensions and leader EI dimensions. 
3.3.2.2 Environment 
While biology is posited to influence motivational behaviour, environmental factors have also 
been proved to influence gene expression (Fraga et al., 2005) and to have a large influence on 
motivational behaviour in their own right. This view is in agreement with the classical 
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conditioning theory, instrumental conditioning (reinforcement), and observational learning 
(Lieberman, 2004). According to Petri (2010: 4), in most cases the learned behaviours are not 
exhibited unless there is some incentive for their production. Petri (2010) argues that while 
primary reinforcers such as food, water, shelter and avoidance of pain would seem to structure 
behaviour (this is in agreement with need theories), conditioned or secondary reinforcement 
appears to be a major mechanism for altering and motivating human behaviour. An example in 
the workplace is when leaders provide their followers with opportunities for growth, which is in 
agreement with Locke and Latham (2002). However, for leaders to be able to provide the 
appropriate secondary/conditioned reinforcement, they need to have the ability to understand 
what would be an appropriate secondary reinforcer for the individual. That ability to understand 
the feelings of their followers and to use that information to come up with the appropriate 
reinforcer is associated with emotional and social competencies as outlined in section 2.3.3.1. 
 
3.3.2.3 Cognition 
The idea that the way in which people interpret the available information around them 
influences their motivation has been investigated in a number of different studies. Latham and 
Pinder (2005:496) posit that cognition is inherent in motivation; they contend that pleasure and 
pain is informational. People thus develop assumptions of themselves and of their identities, 
which affects their choice of goals and strategies.   According to Petri (2010:8), one approach 
which has proven very useful (expectancy theory by Vroom, 1964) is how one’s expectancy 
influences future behaviour in understanding achievement motivation (Atkinson and Birch, 
1978) and motivation in the workplace (Froman, 1986). Another cognitive theory that has been 
used to understand motivational behaviour according to Petri (2010), is attribution theory 
(Weiner 1985). According to this theory, people tend to analyse their own and others’ present 
behaviours and ascribe reasons for those behaviours. The interpretation people make when 
attributing events then influence their future behaviour. Even if dispositional attributions are 
made, especially in others, people are bound to still make such attributions and to act on those 
attributions (Petri, 2010:9). This has been shown to also alter achievement motivation by many 
including Frieze (1976), Weiner (1972), Weiner, Russell and Lerman (1978). In most working 
environments, it is assumed that followers analyse their contributions from an expectancy 
context and from an attribution context; however, no literature on follower expectancy and 
attribution and their relationship to leader’s EI was found. The assumption in this research is 
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that there is a positive relationship between leader EI and follower motivational behaviour, and 
that motivational behaviour is a result of attributions and expectancy. 
 
How one analyses one’s surroundings is also, according to Petri’s (2010) framework, believed 
to influence an individual’s social motivation. The presence of other people either as peers or as 
authority figures, according to Petri (2010), clearly influences our motivation and people are 
believed to often agree to direct requests from others if those requests promote social interaction 
(Dillard, Hunter and Burgoon, 1984; O’Keefe and Hale, 2001). If leaders understand the social 
environment in which they work and also understand the way their followers analyse and 
interpret their working situation, will it not give them an edge over others and give them 
information to use in ensuring that the work situations are favourable? Petri (2010) also posits 
that the need to feel competent and to believe that one has control over the environment is one 
of the elements of cognitive motivation. Extensive literature supports this view. Authors such as 
Rogers (1951, 1961), Maslow (1943, 1969, 1965, 1971, 1973a, 1973b and 1976) and Bandura 
(2001) support the view of the need for competence and control as influencing motivation. 
Bandura (2001) proposes that in any situation, to understand individuals’ motivational 
behaviour, people should examine the interactions between behaviour, the environment, and 
personal factors such as cognition, emotions and biological processes. In this study, the 
emotions of the leader are examined in relation to the motivational behaviour of followers.  
 
3.3.2.4 Emotions 
Semi-autonomous emotional circuits are believed to play a crucial role in motivational 
behaviour according to Petri’s (2010) framework.  This assertion is supported by LeDoux 
(2000) who provides evidence that emotions influence behaviour. Specifically, the cognitive 
aspects of emotions more often are believed to serve to modulate behaviour. An example given 
by Petri (2010) is that of missing a meeting. He posits that if someone misses an important 
meeting and provides an excuse that creates negative emotions in you, your future behaviour 
towards that person will be tempered by the experience. This speaks volumes in terms of 
leader–follower relationships in hotels, where meetings take place every day. The contribution 
of the cognitive side of emotions in relationships is more subtle, supporting the need for the 
current research on the relationship between leaders’ EI and followers’ motivational behaviour. 
In the next section, a third motivational framework by Deci and Ryan (2000) is presented which 
categorises work motivation into autonomous motivation and controlled motivation. 
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3.3.3 Deci and Ryan’s (2000) motivation continuum 
While many historical and contemporary theories of motivation have looked at motivation 
primarily as a unitary concept focusing on the amount of motivation people have for particular 
behaviour, Deci and Ryan, (2000) came up with the self-determination theory which is a 
comprehensive theory of human behaviour supporting people’s natural and extrinsic tendencies 
to behave in an effective and healthy way (Lyness et al., 2013:2). The empirically validated 
cornerstone of the theory is that it supports three basic psychological needs, namely autonomy, 
competence (mastery) and relatedness (purpose) (Lyness et al., 2013:2-3). The need for 
competence proposes that individuals actively seek challenge, a tendency that contributes to 
their growth and skills development while helping them to adapt to the complex and ever-
changing world around them (Deci and Ryan, 2000). Thus, if leaders do not support their 
followers’ sense of competence, amotivation and less than optimal functioning is likely to 
result. The need for autonomy claims that people benefit from experiencing a sense of choice 
and authorship with respect to behaviour. According to Deci and Ryan (2000), autonomy 
provides employees with adaptive advantages, such as the ability to regulate thoughts, actions, 
and emotions in accordance with one’s needs and desires as well as the ability to disengage 
from social groups when necessary (Vansteenkiste and Sheldon, 2006:72). On the other hand, 
the need for relatedness claims that people are naturally inclined to seek close intimate 
relationships with other people, and that they try to achieve a sense of communion and 
belongingness (Vansteenkiste and Sheldon, 2006:71). This implies that employees will 
appreciate supportive and caring leaders who respect their feelings, thoughts and beliefs 
(Vansteenkiste and Sheldon, 2006:72). 
 
The self-determination theory SDT differentiates the different types of motivation people have, 
based on those needs. (Deci and Ryan, 2008:182) The SDT is a continuum of the two 
overarching motivation types: intrinsic motivation and extrinsic motivation. The framework 
includes both intrinsic motivation and the types of extrinsic motivation in which people have 
identified with an activity’s value and ideally will have integrated it into their sense of self 
(Deci and Ryan, 2008: 182).  According to this continuum, motivation types can be categorised 
into two forms, namely controlled motivation and autonomous motivation. Table 3.2 below is a 
tabular representation of motivation types according to the SDT followed by a description of 
each of the elements of the framework. 
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Table 3.2: Motivation types according to Deci and Ryan’s (2008) motivational continuum 
Autonomous motivation Controlled motivation 
Identification regulation Introjection regulation 
Intrinsic motivation Extrinsic motivation 
Source: researcher’s construction based on literature 
 
As depicted in Table 3.2, controlled motivation is divided into extrinsic motivation and 
introjections while autonomous motivation consists of identification regulation and intrinsic 
motivation (Gagne and Deci, 2005). According to this motivation typology, both autonomous 
and controlled motivation energises and directs behaviour.  
 
3.3.3.1 Autonomous motivation 
 According to Deci and Ryan’s framework, autonomous motivation occurs when one feels that 
one is performing actions because they are consistent with one’s personal values and goals 
(Deci and Ryan, 2008: 182). This is based on internalisation that according to Gagne and Deci 
(2005) is the act of taking in and adopting the value behind a regulated behaviour. When 
individuals are autonomously motivated, they experience volition, or a self-endorsement of their 
actions (Deci and Ryan, 2008). The more an individual internalises his/her behaviour, the more 
autonomous he/she feels. Autonomous motivation comprises identified regulation and intrinsic 
motivation. Identified regulation allows individuals to perceive that they are able to do what is 
considered to be meaningful and important to them (instrumental) such as achieving a personal 
goal. For example, people who have a passion for the hospitality industry and believe that 
satisfying guests is important will find it easy to go beyond their normal call of duty to satisfy 
their guests.  Intrinsic motivation, on the other hand allows people to pursue certain actions for 
the pure satisfaction and enjoyment derived from them (Gagne and Deci 2005). For example, 
hospitality employees who enjoy offering excellent service will do it because they enjoy doing 
it regardless of whether they will be rewarded for it or not. 
 
3.3.3.2 Controlled motivation 
Controlled motivation happens when individuals either feel that their superiors control their 
actions, and they perform in a certain way for some other benefits that will be derived from 
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doing so, or that their actions are encouraged by internal feelings of pressure or guilt (Deci and 
Ryan, 2008). When people experience controlled motivation, they experience pressure to think, 
feel, or behave in particular ways (Deci and Ryan, 2008a:182). According to the framework, the 
two types of controlled motivation are external regulation and introjections. External regulation 
occurs when a person is performing behaviour in order to get a desired external outcome such as 
a pay raise, or in order to avoid a negative consequence such as a pay cut. In other words, one’s 
behaviour is a function of external contingencies of reward or punishment. This, according to 
the framework, is the classic and most controlled form of extrinsic motivation (Gagne and Deci, 
2005). Introjected regulation, on the other hand, happens when a person has partly internalised 
the regulation without a sense of analogy of the values of the regulation. This kind of 
motivation comes from self-esteem derived from performing behaviour in accordance with the 
regulation (Gagne and Deci, 2005). Introjected regulation is said to include partial 
internalisation; however, because the individual does not identify with the values and goals of 
the regulation, it is considered to be controlled motivation. Thus, behaviour is energised by 
factors such as an approval motive, avoidance of shame, contingent self-esteem, and ego 
involvements (Deci and Ryan, 2008a). An example of introjected regulation is when hospitality 
employees would perform a certain task such as polishing glasses to avoid punishment.  
 
The SDT framework suggests that people want to learn, and to feel competent, related to others, 
and autonomous, which leads to intrinsic motivation. To ensure that this form of motivation 
happens, Deci and Ryan (2000) suggest that leaders need to provide autonomy-supportive work 
environments which lead to competency, relatedness and autonomy (Deci and Ryan, 2000). The 
assumption in this study is that leaders need to have emotional and social competence in order 
to be able to come up with supportive work environments, which in turn result in autonomous 
motivational behaviours. Although the SDT’s theoretical premises have gained support, the 
application of the theory to organisational behaviour, specifically in labour-intense industries 
such as the hospitality industry, still needs to be established. Furthermore, there is emerging 
evidence that people are not only motivated by intrinsic and extrinsic sources of motivation 
(Barbuto and Bugenhagen, 2012; Barbuto and Gifford 2012; Barbuto, Fritz, Lim and Xu 2008; 
Kanfer, Chen and Prichard, 2008; Leonard, Beauvais and Scholl, 1999; Barbuto and Scholl, 
1998). 
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3.3.4 Leonard, Beauvais and Scholl’s (1999) integrated motivation sources framework  
Emerging theories on work motivation have sought to divide the sources of work motivation 
among individuals working in an organised environment, suggesting that individuals are not 
solely motivated by intrinsic or extrinsic sources, but rather by a combination of both and 
various other sources. Consistent with expectancy theory, Kanfer, Chen and Prichard (2008) 
have suggested that work motivation varies across individuals and across similar situations for 
the same individual. It is not directly observable and is subject to individual change as a result 
of internal and external forces. Motivation links intentions to the allocation of resources toward 
specific actions, which represents the primary driver of personal behaviour. Hence, to change 
employee behaviour, managers must address the employee motivation source, which explains 
the motivational behaviour of the individual (Barbuto and Bugenhagen, 2012:35).  
 
Generally, many work motivation perspectives have been offered from different fields (Kurose, 
2013:1; Barbuto and Gifford, 2012:20). According to Barbuto (2007:1), the disagreements 
about the advantages of each perspective have been many and comprehensive and the outcome 
of these efforts have not provided an integrative taxonomy, that would identify the source of 
motivation and further differentiate external and internal sources of motivation (Barbuto and 
Gifford 2012). Leonard, Beauvais and Scholl (1999) proposed a five-source model of work 
motivation, suggesting that individuals could be characterised by motivational profiles that 
reflected the relative strength of each source. The five sources of work motivation, according to 
this framework, include two intrinsic sources (intrinsic process motivation and self-concept 
internal) and two extrinsic sources (instrumental motivation and self-concept external) (Barbuto 
and Gifford 2012). Each of these work motivation sources – namely, intrinsic process 
motivation, internal self-concept motivation, goal internalisation, instrumental motivation and 
external self-concept motivation – can be found to some extent within every individual. 
However, for most individuals, one source is dominant among others and acts as a lens through 
which decisions are made. If two sources are in conflict within an individual, the dominant 
source will drive the individual‘s behaviour.  
 
The Motivational Sources Inventory (MSI) is an instrument that was developed by Barbuto and 
Scholl (1998) to assess sources of motivation. The initial development of the integrative 
motivational framework by Leonard, Beauvais and Scholl (1995 and 1999), was the premise 
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from which the MSI was constructed (Barbuto, 2003:1011). The MSI is a self-assessment 
instrument consisting of five variables derived from a total of 30 items, each employing a 
seven-point Likert scale ranging from “entirely agree” to “entirely disagree” (Barbuto, Fritz, 
Lim and Xu 2008:142). Each of the five variables consists of six items. The MSI is the 
instrument used to explain the nature of motivational behaviour in the present study with minor 
adjustments to assess motivational behaviour (see section 5.5.1.2). 
 
The MSI instrument was developed to measure motivation in traditional organisational settings 
and has been used in collaboration with a number of variables such as leader–member exchange 
(Barbuto and Gifford 2012), leader influence tactics (Barbuto and Scholl, 1999), 
transformational leadership behaviours (Barbuto et al., 2000), organisational citizenship 
behaviours (Barbuto, Brown, Wheeler and Wilhite, 2003) and is a framework for understanding 
follower compliance (Barbuto, 2000). Barbuto and Scholl’s original development of the MSI 
consisted of previous research on motivational theories and served in identifying five sources of 
motivation, namely intrinsic, instrumental, external, internal self-concept, and goal 
internalisation (Barbuto and Scholl, 1998). Table 3.3 is a representation of the sources of 
motivation and behavioural indicators of the sources. Each of the sources will be discussed in 
subsequent sections. 
Table 3.3: Sources of motivation and behavioural indicators 
Sources of motivation Behavioural indicators 
Intrinsic process  
(fun/enjoyment) 
• Easily neglect tasks when one does not enjoy the task assigned 
• Often talk about how much one likes/dislikes the tasks assigned 
• Volunteer freely for the activities that one enjoys most 
• Not very good at a job, if one does not enjoy doing it 
Instrumental (financial) • Ask: “What is in it for me?” 
• Expect compensation for any and all extra work one performs 
• Talk about how much money one makes or should make 
• Always talk about the relative wealth of others 
External self-concept 
(reputation) 
• Frequently ask for others’ feedback 
• Seek praise and recognition for work performance 
• Often brag or tell stories about accomplishments 
• Attentive to who gets the credit when work is finished 
Internal self-concept 
(achievement) 
• Seek to perform the most difficult tasks at work 
• Work best when one’s skills are needed for the task  
• Interested in developing one’s range of skills 
• Perform the most important tasks with little supervision or direction 
Goal internalisation 
(principles) 
• Ask about the purpose of tasks: “Why are we doing this?’ 
• Comment on the strategic focus of the operation 
• Work hard when one believes in the cause, or not at all if one does not 
• Live a professional life guided by a strict set of principles and values 
Source: Researcher’s construction based on Barbuto’s (2002:1) 
84	  
	  
3.3.4.1 intrinsic process motivation 
Intrinsic process motivation is motivation that occurs when an individual engages in a task that 
he/she considers being enjoyable and fun (Leornard, Beauvais and Scholl, 1999). In this source 
of motivation, the motivation comes from the work itself as workers enjoy what they are doing. 
When this source of motivation becomes dominant, Leornard et al. (1999) assert that the 
individual may divert from tasks relevant to goal attainment to engage in tasks that are more 
intrinsically enjoyable (Orebaugh, 2010:56). However, it is worth noting that as long as tasks 
remain enjoyable, people who are primarily motivated by intrinsic process will work effectively 
towards the group’s objectives. According to Barbuto and Scholl (2005:28), intrinsic process 
motivation can be found extensively in literature, although it is given different names in 
different theories. Developmental theorists used terms such as heteronymous morality (Kolberg, 
1976), impulsive (Kegan, 1976; Loevinger, 1976) and pre-operational (Piaget, 1972). Intrinsic 
process motivation is described in early existence needs (Alderfer, 1969), intrinsic pleasure 
needs (Murray 1964), and physiological needs (Maslow, 1954). Intrinsic process motivation has 
been articulated as intrinsic motivation to obtain task pleasure (Deci, 1975) and as intrinsic task 
motivation devoid of any external controls or rewards.  Bandura (1986) describes sensory 
intrinsic motivation and physiological intrinsic motivation in terms also similar to intrinsic 
process motivation. If an individual is motivated to perform a certain type of work or to engage 
in a certain type of behaviour for the sheer fun of it, then intrinsic process motivation is 
happening. Frey (2002) categorises these individuals into three types, namely intrinsically 
motivated economists, those who concentrate on non-material goals, and those who aspire to 
self-fulfilment. 
 
Intrinsic process motivation is distinct from intrinsic motivation as described by past researchers 
(Deci, 1975; Katz and Kahn, 1978; Staw, 1976) who used the term intrinsic motivation to 
represent personal satisfaction derived from achievement of goals or tasks discussed in section 
3.3.41. Intrinsic process motivation emphasises immediate enjoyment or pleasure during the 
activity rather than the satisfaction that results from achievement. Intrinsically motivated 
employees thus find enjoyment and pleasure in the work they do (Barbuto, Fritz and Marx, 
2002). The assumption in this study is that if leaders are emotionally competent, it will be easier 
for them to identify what different followers would consider as enjoyable, which will enable 
them to design jobs and tasks that are enjoyable in order to take care of followers who are 
intrinsic-process motivated.  
85	  
	  
3.3.4.2 Internal self-concept based motivation 
Internal self-concept motivation is a form of motivation, which is internally rooted, that is, 
driven by personal standards, traits, values and beliefs (Barbuto, Fritz, Lim and Xu, 2008:141). 
Reeve (2009) asserts that self-concept in general develops from personal experiences, 
reflections on those experiences and feedback from the social environment. Thus, the process of 
self-concept development and consolidation involves a reciprocal, cyclic process as depicted in 
Figure 3.2. 
	  
Figure 3.2: The process of self-concept development and consolidation   
 
 
 
 
 
 
 
Source: Adapted from Reeve (2009) 
 
According to Reeve (2009), self-concept motivation is a result of environmental mastery and 
relatedness through positive interpersonal relations, which enables persistence, creativity, 
conceptual understanding and optimal functioning. According to Leonard, Beauvais and Scholl 
(1999), the individuals who are particularly high in internal self-concept will be motivated to 
engage in behaviours that reinforce these self-directed standards and later achieve higher levels 
of competencies which result in self-efficacy. When the organisation succeeds in achieving its 
objectives, individuals who have the internal self-concept motivation as their dominant source 
are rewarded through the internal perception that their inner values and newly acquired 
competencies have contributed towards that success. 
 
Internal self-concept motivation, particularly, is found in literature to be similar to McClelland’s  
(1961) and Murray’s (1964) high need for achievement, Deci’s (1975) internal motivation to 
overcome challenges, and Katz and Kahn’s (1978) internalised motivation derived from role 
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performance. Other theorists regard internal self-concept motivation as formal operational 
(Piaget, 1972); social system (Kohlberg, 1976); institutional (Kegan, 1982); conscientious 
(Loevinger, 1976); the need for esteem (Maslow, 1954); motivating factors (Herzberg, 1968); or 
as growth needs associated with developing one’s potential Alderfer, (1989). Bandura (1986) 
described the internal self-concept in terms of self-evaluative mechanisms, self-regulation and 
personal standards.  According to Frey (2002), intrinsically motivated autonomists fit into this 
category, as well as intrinsically motivated formalists, those who are driven by internally 
established values.  
 
3.3.4.3 External self-concept motivation 
External self-concept motivation is the last identified source of motivation, which occurs when 
individuals work toward organisational objectives because success will result in increased status 
among reference groups such as peers and management (Leonard, Beauvais and Scholl, 1999). 
Individuals with a high external self-concept as their source of motivation seek positive 
feedback in order to publicly validate their self-perceptions. This source of motivation tends to 
be externally based, when individuals are other-directed and seek affirmation of traits, 
competencies and values from external perceptions (Barbuto, 2005:29). Group acceptance and 
high status in the eyes of others are primary drivers of motivation for these individuals. 
According to Frey (2002), the status-seekers or those whose behaviour is shaped by their 
concern for the opinions of others may be categorised as external self-concept motivated. 
Individuals high in self-concept external motivation behave in ways that satisfy reference group 
members, first to gain acceptance – and after achieving that, to gain status. 
 
External self-concept motivation is similar to Etzioni’s (1961) social moral involvement, Deci’s 
(1975), Staw’s (1976) and Barnard’s (1938) conformity to group attitudes, and communion. 
This source of motivation, according to Barbuto (2005), also resembles social identity theory, 
which focuses on establishing and maintaining social reference and standing. Developmental 
theorists described external self-concept motivation as interpersonal (Kohlberg, 1976; Kegan, 
1982), early formal operational (Piaget, 1972) and conformist (Loevinger, 1976). Other 
motivation theorists described external self-concept as a need for affiliation (McClelland, 1961; 
Murray, 1964), need for love, affection, and belonging (Maslow, 1954) and as relatedness needs 
(Alderfer, 1969). 
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3.3.4.4 Goal internalisation motivation 
Internalisation is “the active, natural process in which individuals attempt to transform socially 
sectioned mores or quests into personally endorsed values and self-regulations” Delci and 
Reyan (2000). According to this definition, goal internalisation motivation is to be characterised 
by a need to believe in the cause of the work.  According to Barbuto and Scholl (1998), 
individuals who are primarily motivated by goal internalisation readily accept group goals 
because the attainment of those group goals is very important to them. However, the goals must 
be congruent with the individual‘s set of personal values (Barbuto and Scholl, 1998). Goal 
internalisation motivation occurs when individuals adopt attitudes and behaviours congruent 
with their personal value systems. The motivation is based on strong ideals and beliefs. People 
who are motivated by goal internalisation, according to Barbuto (2005:31), believe in the cause 
and have developed a strong sense of duty to work toward the goal of the collective. The 
organisation’s goals are thus pursued regardless of their potential extrinsic benefits. The groups 
of people identified in this category are intrinsically motivated loyalists, or those who 
personally identify with the goals of the organisation (Frey, 2002). 
 
Goal internalisation motivation, according to Barbuto (2005), appears in literature as; value 
systems (Kelman, 1958), internalised values (Katz and Kahn, 1978), internal valence for 
outcomes (Deci, 1975), pure moral involvement (Etzion, 1986), habits of the heart (Bella, 
1985), post-operational stage (Piaget, 1972), principled orientation (Kohlberg, 1976), inter-
individual (Kegan, 1982) and self-actualisation (Maslow, 1954). Individuals who are motivated 
by goal internalisation believe in the cause and have the sole belief that the goals of the 
organisation are both worthwhile and achievable (Barbuto, 2005:31). Employees whose 
motivation is goal internalisation are typically seen by their trust and belief in the organisational 
goals. 
 
Behaviour that would characterise people who are high in goal internalisation motivation will 
include a) asking questions as to the purpose of the task, b) commenting on the strategic focus 
of the operation, c) working hard when one believes in the cause and not at all if one does 
believe in the cause, d) living a professional life guided by a strict set of principles and values 
(Barbuto, 2007). In a study of the power of goal internalisation, it was found out that the 
relationship between the task meaningfulness and the task feedback with affective commitment 
was partially mediated by the empowerment dimensions of perceived control and goal 
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internalisation (Arciniega and Menon 2013). This result vindicates the role of goal 
internalisation as a key mediating mechanism between job characteristics and affective 
commitment. 
3.3.4.5 Instrumental motivation 
The fourth source of motivation is instrumental motivation, which is externally driven (Leonard, 
Beauvais and Scholl, 1999). Individuals who exhibit high levels of instrumental motivation 
perform tasks only when success is tied directly to extrinsic rewards such as money, promotion, 
or bonuses. Individuals who are motivated by instrumental rewards will engage in behaviours if 
they perceive that the behaviour will lead to certain extrinsic tangible outcomes such as pay, 
promotion and a bonus.  Frey (2002) identified income maximisers as extrinsically motivated, 
thus instrumental motivation would be the dominant source of motivation for these types of 
individuals. This source of motivation according to Barbuto, (2005) integrates Etzioni’s (1961) 
alienative and calculative involvement, Barnard’s (1938) exchange theory and Katz and Kahn’s 
(1978) legal compliance and external rewards. 
 
Instrumental motivation according to Barbuto (2005:29), has been described by developmental 
theorists as concrete operational (Piaget, 1972), instrumental (Kohlberg, 1976), imperial 
(Kegan, 1982) and opportunistic (Loevinger, 1976). Need theorists according to Barbuto (2005) 
describe instrumental motivation as the need for power (Murray, 1964; McClelland, 1961), 
Maslow described it as the need for safety while Alderfer described it as late stages of existence 
needs (Alderfer, 1969). Instrumental motivation is different from the classic extrinsic 
motivation or external motivation and in that it drives from tangible external rewards, whereas 
the classic definition includes social rewards and interpersonal exchange. Instrumental 
motivation is characterised by optimising self-interests, but with recognition that everything has 
its tangible price. 
3.4 MOTIVATION IN THE WORKPLACE 
According to a McKeinsey and Company 2008 global survey, the magnitude, speed, impact and 
unpredictability of change today is greater than ever before (Burnes, 2009:2).   In the face of the 
unpredictable change, organisations have to find ways to cope with the different types of 
challenges that come with change, including an extremely dynamic and volatile work 
environment marked by continued turbulence in the economy (Kreisman, 2002:5). According to 
the McKeinsey and Company global survey, organisational leadership struggles to cope with 
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change, year in year out, and only a third of them manage change successfully (Burnes, 2009:2). 
In this turbulent workplace, Kreisman (2002:6) contends, a stable and motivated workforce 
becomes a competitive advantage; otherwise the organisation will be forced to invest a sizeable 
amount of money in recruiting, orientating, overtime and supervision.  
 
Brooks (2009:80) posits that generally a motivated workforce makes it more likely that an 
organisation will achieve all its goals. One very important benefit of motivation is the fact that it 
stabilises the workforce. Thostrup (2011:24-36) asserts that motivation creates stability in the 
organisation while generating a good reputation for the organisation, which is what can put the 
organisation in front of the competitors. By creating stability, motivation lowers turnover rates, 
thereby enabling employees to create a trustful environment, which will generate more 
willingness to perform. This being the case, the big question is: how then can managers 
influence the motivational behaviour of employees to be committed in order to make sense of 
all this chaos?  In addressing the question, there is need to understand what motivation, work 
motivation and motivational behaviour are. In the next section, the importance of motivation in 
the hospitality industry is discussed.  
 
3.5 MOTIVATION IN THE HOSPITALITY INDUSTRY 
In the hotel industry, employees play a crucial role in delivering the service product to the 
hotel’s customers. Excellent service creates lasting memories in the minds of guests, which can 
ensure repeat visits and even create loyalty to the hotel. Employee motivation thus becomes 
very crucial as the service quality is judged based on performance of employees, and employee 
performance is judged based on a number of factors including friendliness, alertness, 
appearance, attitude and the way employees conduct and do their jobs or assigned tasks (St-
Onge, Morin, Bellehumeur and Dupuis, 2009:273; Paswan, Pelton and True, 2005). Motivation 
is believed to explain why a hotel employee such as a waiter may be polite or rude and why 
some hotel employees may put forth more effort than others. Understanding employee 
motivation in hotels thus becomes crucial for organisational success and leadership 
effectiveness in the industry. One of the leadership responsibilities of organisational managers 
is to establish goals and motivate others to pursue and achieve those goals (Burnes, 2009:598).  
It is the leaders’ responsibility to ensure that employees perform at their fullest potential and to 
align employees’ talents with the organisational goals, and employee talents with customer 
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needs and to ensure continuity within the organisation even in the face of change. They have to 
ensure that their followers feel wanted, feel they are contributing and feel good.   When 
managers play this role well, according to Jones et al. (2000), the organisation becomes strong, 
and the managers become effective leaders. But, the issue is how leaders can play this 
leadership role well in the face of continuous change.  
 
In the hospitality industry, quality of the service is more important than the quantity as the 
service outcome is not physical and cannot be measured by quantitative tools (Cetin 2013:72). 
Service quality theory holds that quality is the result of the guest perception of the delivered 
service. Delivering quality service in a constantly changing business environment is one of the 
major challenges facing the hospitality industry in general and South Africa in particular 
(Nicolaides, 2008:104). Employees in the hotels play a very important role in the service 
delivery process. The employees are the internal customers of the organisation and often 
represent the organisation in the eyes of the guests. Representing the organisation in the eyes of 
guests is a very complex and multi-dimensional responsibility, which requires hotel 
management to be aware of the difficulties associated with this role and consequently the need 
to focus on employee motivational behaviour for successful service experience. According to 
Gronroos (1984), service quality has two basic components, namely technical quality and 
functional quality. Technical quality is related to what is offered to the guest while functional 
quality relates to the behaviour of the service provider and the way the service is offered. Cetin 
(2013:72) posits that consumers are impressed more by the way the service is presented than by 
its scope Thus, bad presentation of quality food can affect the perception of the real quality of 
the hotel. Although guests define the service quality, employees create it. It is believed that 
when the quality level of the labour factor is high, the value reflected to guests by the hotel 
establishment is also high (Cetin, 2013).   Based on this relationship between the quality of 
labour and value reflected to guests, it is assumed in this study that motivating workers would 
create value for a hotel establishment. 
 
It can be argued that motivation is a prerequisite for successful service encounters in the 
hospitality industry. But what does motivating a service employee entail? According to Rudolf 
and Kleiner (1989:1), motivating a service employee entails the development of a desire within 
the individual to perform a task to his/her best ability based on the individual’s initiative. For 
Evenson (2003:21), motivation means being able to strive to reach peak performance every day, 
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enjoying the continual challenge of improving results, genuinely caring about peers and the 
organisation and willingness to sustain positive results. Both definitions concur that motivation 
involves the willingness to do work, the willingness to exert higher levels of efforts towards 
organisational goals, which means employees will perform their specific tasks better than the 
norm and will genuinely wish to do so, which is very important for business results. This is 
often linked to lower staff turnover, high morale, lower costs and decreased use of management 
time (Jobber, 2009). As such, it is imperative, according to Jobber (2009), to know exactly what 
motivates hotel staff, in other words, the source of their motivation, so that resources are not 
misallocated. The ability to recognise what motivates people to action is a great skill for any 
leader. According to Paramount Learning (2010), being able to pull the trigger that motivates an 
individual to action is the first step in being an effective leader.   According to Richardson 
(2011:11), a person will work towards some goal if motivated, and if leaders know what drives 
their followers they can maximise performance by meeting the needs of their followers. Thus, 
organisations can achieve their goals with worker motivation, which is believed to help 
determine commitment. 
 
According to Cetin (2013:72), a lack of motivation among employees in hotel establishments 
has many possible adverse outcomes including; not enjoying the work assignments, reluctance, 
discontent, failure to complete a work on time and even the desire to quit may be seen. Based on 
an extensive literature survey, Mackay (2007:29) identified the following as the components 
that need to be in place in an organisation in order to motivate employees to be committed to the 
organisation: approval, praise and recognition, respect and high expectations, loyalty, building 
confidence and self-esteem, eradicating organisational barriers to individual and group 
performance, job enrichment, good communication and financial incentives. This places much 
emphasis on the importance of motivating followers in hospitality establishments. Deci and 
Ryan (2008:182) further posit that the type and quality of a person’s motivation is even more 
important than the total amount of motivation for predicting many important outcomes 
including effective performance, and decisions to quit or stay with the organisation.  However, 
it is important to note that, while Mackay’s (2007) list of required components for an 
organisation to motivate employees is supported by many motivation theories, other theories 
emphasise one or two, but not all of the abovementioned components. 
92	  
	  
3.6 MOTIVATION AND LEADERSHIP 
Leadership as defined in section 2.7.1, is an influential process, which is assumed to involve 
inspiring, motivating, and directing follower activities to achieve group or organisational goals. 
This view of leadership depicts leadership as a challenging endeavour, therefore requiring 
capabilities beyond those of an average person (Bass, 1990). In the leadership literature, 
Jackson-Palmer (2010) contends that the underlying psychological processes and mechanisms 
through which leaders motivate followers have received very little attention.  When leaders 
consider elevating followers to levels of excellence, high consideration must be taken of the 
degree of motivation needed (Barbuto and Scholl, 1999; Steers, Mowday and Shapiro, 2004). 
People have a broad range of motivations as outlined in section 3.3.5, namely the fun of 
performing assigned tasks, external rewards associated with tasks, status, facing challenges, and 
actual reasons for stimulation (Barbuto and Scholl, 1999). Individuals possess varying levels of 
motivation, and various sources of motivation exist in each individual. In some cases, 
depending on timing and needs, some motivators tend to take precedence over others (Maslow, 
1970; Byrne and Kelley, 1981; McClelland, 1985). However, it is the responsibility of leaders 
to ensure that they understand the factors that make their followers want to work with the firm, 
make them feel motivated to work hard and carry out the assigned tasks with their best effort 
(Antikainen, Makipaa and Ahonen, 2010).  
 
A leader who demonstrates to his/her followers that he/she values them as unique individuals 
with a meaningful contribution to make to the business, is on the way to developing and 
nurturing the followers’ trust (Bipath, 2007). These followers will be motivated and will be far 
more committed to the organisation and will have a strong sense of esprit de corps, which will 
ensure their loyalty to the organisation. These employees will be proud to be part of the 
organisation and will not mind going an extra mile for the satisfaction of guests, which is 
normally difficult in the hospitality industry during high season. Leaders need to ensure that 
they nurture loyalty, enthusiasm and a sense of excellence in their followers. This responsibility 
is assumed to be easier if the leaders understand themselves, and can manage their own 
emotions, and if they understand their followers in terms of what motivates them. Leaders who 
are effective know how to inspire their followers, as discussed in section 2.5. This responsibility 
requires leaders to have EI competencies which, according to Gabriel and Griffith (2002:10), 
are necessary to the success of the service industry as the competencies enable them to influence 
their followers, and the followers will have a high degree of trust and confidence in them and 
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will want to identify with them. This has given rise to leadership thinking that edifies those who 
have graced the path of EI in the workplace (Goleman, 1998; Cooper and Sawaf, 1997).  
 
As noted by Buckingham and Coffman (cited in Kreisman, 2002:11), a talented employee may 
join an organisation because of its charismatic leader, its generous benefits, and its own world-
class training programmes, but how long that employee stays and how productive he/she is 
while there is determined by his/her relationship with his/her immediate supervisor. Goleman, 
(2004) contends that a leader who advocates a workplace that encompasses values, honesty, 
respect, trust and compassion is a leader who has acquired the necessary emotional 
competencies to ensure organisational success. This kind of leader uses inspirational 
motivational tools in his/her leadership practice to ensure that followers are motivated (Strout, 
2002).  
 
Postmodern research on leadership has, according to Jackson-Palmer (2010:107), included an 
emphasis on the significance of motivation to the leadership processes. Kark and Van Dijk 
(2007) developed a conceptual framework proposing that leaders’ chronic self-regulatory focus, 
in conjunction with their values, helps to influence their motivation to lead and, subsequently, 
their leadership behaviour. Kark and Van Dijk (2007) contend that leaders may influence the 
motivational self-regulatory foci of their followers, which in turn, will help to mediate different 
follower outcomes at the individual and group levels. In the next section, the relationship 
between leader EI and follower motivation is presented. 
 
3.7 MOTIVATION AND LEADERS’ EI 
As presented is section 2.5, leaders who are effective know how to inspire and motivate their 
followers. Literature suggests that leaders whose emotional competencies are high are better 
placed when it comes to motivating followers.  The ability of a leader to motivate and gain the 
support of followers hinges in part on his/her EI. Emotions normally spread from the most 
expressive person in a group; however, this ability to transmit emotions is amplified for leaders, 
since people spend more time working with their leaders than anyone else (Goleman, 
2004:186). The impact of the leader’s mood, therefore, is very high. Goleman (2004:186) 
claims that extremely successful leaders are emotionally intelligent and they exhibit a high level 
of positive energy that spreads throughout the organisation. Based on Goleman’s (2004) claim, 
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it can be concluded that the more positive the group leader, the more positive, helpful and 
cooperative are those in the group. Leaders with such abilities are highly expressive, which 
allows them to move, inspire and captivate others (Goleman, 2004:186). On the other hand, 
with disturbing emotions, a leader saps other people’s energy by making them anxious, 
depressed or angry. 
 
Gardner and Avolio (1998) suggest that emotionally competent leaders may enhance follower 
motivation and commitment by using their emotionally competent abilities to adjust their 
behaviour within the leader–follower relationship. This means if leaders are emotionally 
competent, it will be easy for them to regulate their behaviour for the greater good while 
attending to the feelings of their followers. Dansereau et al. (1995) concur that leaders will be 
able to affect the performance of their subordinates by supporting their feeling of self-worth. 
Goleman believes that if leaders have a high level of emotional and social competences such as 
an understanding of how the social environments work, it will result in high moral motivation 
and commitment in an organisation (Goleman, 1998:4-5). This link, according to Goleman 
(1998), is clear; they will be aware of their strengths and weaknesses and they will be able to 
create a work environment, which is inspiring and motivating. They will have the ability to 
control and develop their own emotions, as well as to understand how others think and feel. In 
short, such leaders will influence how the people they lead will feel and therefore perform 
(Goleman, 1998: 18).  
 
The mechanism by which leaders can influence the motivational behaviour is through a leader–
follower emotional contagion process (Kark and van Dijk, 2007:513). Emotional contagion is “a 
process by which a person influences the emotions or behaviour of another person or group 
through the conscious or unconscious induction of emotion states and behavioural attitudes” 
(Schoenewolf, 1990:49). Leaders are believed to be more contagious than “regular” team 
members, that is, their emotional influence is greater than that of others (Sy, Cote and Saavedra 
2005:296). Several researchers have described how leaders can affect followers’ motivational 
behaviour by creating certain emotional environments (Dasborough and Askanasy, 2003; 
Goleman, Boyatzis and McKee, 2002). By virtue of the power of the positions they occupy, the 
emotions leaders express may be contagious, spreading from leader to followers and among 
group members (Fredrickson, 2003; Barsade, 2002).  
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3.8 SUMMARY 
Research vindicates leaders who are able to motivate their followers, as they have better 
chances of reducing the typical labour challenges of today. However, the concept of motivation 
is presented in literature as complex, which explains the many motivation frameworks to date. 
The single most important contributor to the feelings of employee motivation, empowerment 
and satisfaction is the relationship they have with leaders of the organisation (Jackson-Palmer 
2010:111; Carr, 2007:13). In a dynamic and complex industry such as the hospitality industry, it 
is insufficient for leaders to consider whether employees are motivated or not. Leaders need to 
understand the source of the motivation. The one question that needs to be asked is, “To what 
extent can leaders leverage specific sources of motivation to align employees to the 
organisation’s overall strategic direction?” Leaders with high EI can respect and understand, 
nurture a comfortable, safe environment and enjoy ability in the workplace, which will give 
employees a natural desire to perform and do better all the time. This is crucial in the hospitality 
industry, as the nature of business requires employees to take initiative and to go the extra mile 
to exceed guest expectations. Through emotional contagion, leaders can influence the 
motivational behaviour of their followers. In this study the important question to be answered is 
that of the relationship between leaders’ EI and followers’ motivational behaviour in the 
hospitality industry. In the next chapter, the concept of organisational commitment is presented. 
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CHAPTER 4 
ORGANISATIONAL COMMITMENT 
	  
4.1 INTRODUCTION 
Labour intense industries like hospitality, are dependent on the performance and commitment of 
their employees (Kara, 2012:439). Researchers agree that organisational commitment continues 
to influence organisations, employees and society at large (Adzeh, 2013:47; Chen, Wang and 
Sun, 2012:329; Kuo 2013:45; Lefort, 2012; Tladinyane 2012: 106; Mayer, Louw and Louw 
2010, Van Stuyvesant-Meijen, 2007:69; Cohen 2007:41; Van Dick, Becker and Meyer, 
2006:546). The concept of organisational commitment has emerged as a significant construct in 
organisational research based on its perceived relationship to competitive advantage and its 
relationship to work-related outcomes. Organisational commitment is perceived to be related to 
work related outcomes such as dissatisfaction and turnover (AlBattat and Som, 2013: 62); job 
attitudes and service quality (Lee and Chen, 2013: 199); empowerment and voice behaviour 
(Raub and Robert, 2013: 321) organisational citizenship behaviour (Dagenais-Cooper and 
Paille, 2012: 316); transformational leadership (Kara, 2012,440) labour turnover (Kuria et al., 
2012: 312; Somers, 2009: 79); inter-functional coordination (Peng and George, 2011:65); 
creativity, (Dul, Ceylon and Jaspers, 2011:720), and sense of cohesion (Mayer, Louw and Louw 
2010:13). Employee organisational commitment has also emerged as one of the critical 
workforce management, organisational behaviour and human resources management challenges 
of today, and as such the concept has attracted considerable interest in an attempt to understand 
and clarify the intensity and stability of an employee’s dedication to an organisation (Lee, Hung 
and Chen, 2013: 396; Seyal and Afzaal, 2013:913; Lumley et al., 2011:103; WeiBo, Kaur and 
Sandhu, 2010:145; Manetjie and Martins, 2009:72; Cooper-Hakim and Viswesvaran, 
2005:252). Given that most people are likely to spend their working lives as members of one or 
more organisations, it is understandable that researchers’ interest has focused on employee 
commitment to the organisation for which they work. However, what is surprising is the fact 
that there is little commitment research work being conducted within the hospitality industry, 
which creates “a gap in research”. 
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This gap in research is unexpected for two reasons. According to Allen (2005:1), employee 
commitment has been linked to two sets of behaviours, which appear to be extremely important 
in the hospitality industry: turnover-related behaviour and service-related behaviour (for 
example, going an extra mile in offering service to guests or attentiveness to customers’ needs). 
 
 In this context, research on organisational commitment would be critical as it is set out to add 
empirical research to the current conceptual base relating to turnover-related behaviour and 
service-related behaviour and how leaders can influence that as manifested in the hospitality 
industry. Another reason why research on employee organisational commitment would be 
imperative for the hospitality industry is the fact that the industry appears to have many 
intriguing characteristics, such as increased competitiveness and changes in guests’ demands. 
Furthermore, everyday practice of the hotel enterprise environment is characterised by 
complexity, heterogeneity and uncertainty. These characteristics would provide opportunities to 
examine specific aspects of commitment theory that have received little empirical scrutiny to 
date. Moreover, a comparatively high level of staff turnover in the industry in many countries 
has resulted in increased costs for the businesses, and commitment among employees of the 
organisation has been identified as the most significant factor contributing to this turnover rate 
(Lee and Chen, 2013:197).  
 
The benefits of a highly committed workforce in the hospitality industry are many. Kara 
(2013:439) and Clark et al. (2009) report that if frontline employees are committed, they share 
the firm’s customer-orientated values, they exhibit low levels of stress, and deliver the highest 
level of service quality. It is believed that highly committed employees in the industry are likely 
to remain with an organisation for a long period of time compared to less committed employees, 
thus there will be lower turnover intentions (Kara, 2013:440; Brum, 2007:2). Nehmeh (2009:5) 
contends that the more committed an employee is to an organisation, the more effort the 
employee will exert towards the achievement of organisational goals; employees will dedicate 
themselves to offer their very best knowledge, skills, experience, abilities and effort for the 
wellbeing of their organisation (Yucel and Bektas, 2012:1609; Yamaguchi, 2012: 9; Alniacik, 
2011:1178; Yang, 2010:64; Golden and Vega, 2008:81).  
 
Extensive studies have been done over the past years because of the belief that commitment 
among employees will result in greater organisational effectiveness and productivity (Fiorito, 
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Bozeman, Young and Meurs, 2007:187; Meyer and Allen, 1997:36; Mowday, Steers and Porter, 
1979: 235). It is also believed that employee commitment to an organisation is one of the most 
important measures of effective leadership and reaps benefits far beyond improved 
organisational performance (Mayfield and Mayfield, 2002:91). The belief is supported by Lowe 
and Barnes (2002:61) who report findings supporting the correlation between effective leader 
behaviours and follower commitment. Tella, Ayeni, and Popola (2007:7) concur, saying that 
commitment can be increased and harnessed by leaders to obtain support for organisational 
ends.  
 
While extensive studies have been conducted on organisational commitment, it is important to 
mention that Cohen (2007:4) argues that most literature on commitment has focused on the 
potential contribution of commitment to better understanding of attitudes and behaviours of 
employees in the North American working environment. According to Cohen (2007: 6), the 
most popular approaches to organisational commitment were developed in North America and 
very few studies focused on the potential contribution of the concept in other parts of the world 
[like the developing countries]. Nevertheless, comparisons of studies conducted within and 
outside North America showed considerable similarities with regard to their findings. For 
example, studies by Lumley (2010: 59), Mayer, Louw and Louw (2010: 13), Ferreira (2009: 
72), Coetzee, Schreuder and Tladidyane (2007:43), and Van Stuyvesant-Meijen (2007: 71); 
confirmed the potential contribution of organisational commitment in the South African context. 
In a meta-analysis of 54 countries, Meyer, Stanley, Jackson, McInnis and Sheppard (2012: 229) 
found that cultural values and practices explained variance in the organisation commitment 
scales. With the increasing globalisation of business and diversity in the workplace, it becomes 
imperative that organisations tap into the potential contribution of commitment. Research has 
not examined questions such as the relationship between leader’s EI and follower organisational 
commitment in the hotel industry.  
 
In today’s dynamic business world, the “job for life” is no longer existent. In the hotel industry 
particularly, with an emphasis on South Africa, the commitment of the employee is fairly poor, 
as confirmed by the results from the 2008 report on travel and tourism (Grobler and Diedericks, 
2009:1). This industry is also confronted by challenges such as pressurised working conditions 
with long and irregular working hours, low wages and a lack of job security, as well as high 
employee turnover, making it difficult to retain key employees (LRS, 2012:12; Gruber and 
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Diedericks, 2009: 16; Haven-Tang and Jones, 2006: 91). As a service industry, the hotel 
industry is labour intensive and very dynamic; in this context, people leadership becomes a very 
vital function. The continued success of organisations in this sector is largely dependent on 
employees’ contribution and commitment (Grobler and Diedericks, 2009:3; Baum and 
Kokkranikal, 2005:86). Thus, for this industry to remain globally competitive there is a need for 
hotel leaders to ensure that they nurture their followers’ commitment, which has been linked to 
enhancing organisation success (Newman et al., 2009:16). A study of turnover in the industry 
revealed that some of the major reasons why employees leave their jobs are related to quality of 
supervision, ineffective communication, lack of clear definition of responsibilities, and lack of 
direction on what to do (Hall, 2010:50; Gustafson, 2002:108). Some researchers have also 
investigated the link between organisational commitment and the delivery of service quality and 
concluded that even though the link between them is not very strong, organisational 
commitment is linked to service excellence. Lee and Chen (2013:198), Bharwani and Butt, 
(2012: 155), Butler (2011), Clark, Hartline and Jones (2009:213), Hashim and Mahmood 
(2011:5) argue that committed employees will be prepared to put in efforts that go far beyond 
the normal expectation in the delivery of high service quality as they feel strongly about 
improving service quality and personal accomplishments in providing quality service.  
 
In this chapter, organisational commitment is conceptualised. Various organisational 
commitment typologies are presented and the organisational commitment typology adopted for 
this study is explained. Research findings from other studies on organisational commitment are 
presented and the benefits of organisational commitment to the hospitality workplace are 
examined. The potential relationship between organisational commitment and leaders’ EI is 
then presented. 
 
4.2 ORGANISATIONAL COMMITMENT CONCEPTUALISED 
The concept “organisational commitment” is believed to have been derived from an article 
written by Whyte (1956) called “The Organisation Man”. According to this article, commitment 
comes into being when a person links extraneous interests with a consistent line of activity, by 
making side bets (Dixit and Bhati, 2012:34). What this means is that employees would create 
bonds/attachments with the organisation they work for based on the investments they would 
have made in the organisation. While Whyte’s (1956) article looks at organisational 
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commitment from the view of investments/side bets, a wide variety of definitions and measures 
of organisational commitment exist to date. However, there is little consensus as to the precise 
meaning of the concept, which has contributed to its treatment as a multi-dimensional construct 
(Coetzee 2005:13; Meyer and Allen, 1991:71). Table 4.1 provides the various definitions of 
organisational commitment as found in literature. 
 
Table 4.1: Definitions of organisational commitment 
Author Definition of organisational commitment 
Porter et al. 
(1974:604) 
The relative strength of an individual’s identification with and 
involvement in a particular organisation. 
 
Salancik (1977:62) A state of being in which an individual becomes bound by his/her 
actions and through these actions he/she sustains his/her activities and 
involvement.  
 
Scholl (1981:590) A stabilising force that acts to maintain behavioural direction when 
expectancy/equity conditions are not met and do not function. 
O’Reilly and 
Chatman (1986:492) 
The psychological attachment to an organisation – the 
psychological bond linking the individual and the organisation” 
Meyer and Allen 
(1990:14) 
A psychological state that characterises the employee’s relationship 
with the organisation, which has implications for the decisions to either 
stay or leave the organisation. 
 
Lee, Ashford, Walsh 
and Mowday 
(1992:15) 
The bond that is formed between the employee and the organisation.  
 
Northcraft and Neale 
(1996:465) 
An attitude that reflects an employee’s loyalty to the organisation, and 
an on-going process through which organisational members express 
their concern for the organisation and its continued success and 
wellbeing. 
Meyer and Allen 
(1997:3) 
A committed employee [is] one who stays with the organisation through 
thick and thin, attends work regularly, puts in a full day (or even more), 
protects company assets, shares company goals, and so on. 
Jones et al.   
(2000:401) 
The collection of feelings and beliefs about the organisation.  
 
Miller and Lee 
(2001:164) 
A state of being in which organisational members are bound by their 
actions and beliefs that then sustains their activities and their 
involvement in the organisation.  
Abbott et al. 
(2005:532).  
A psychological link between the employee and the organisation that 
makes it less likely that the employee will voluntarily leave the 
organisation. 
Stup (2006:1) 
 
The relative strength of an employee’s attachment to, or involvement 
with, the organisation where she/he is employed. 
Beckeri, Randal and 
Riegel cited in Tella, 
Ayeni and Popola 
(2007:6) 
A strong desire to remain a member of a particular organisation, 
A willingness to exert high levels of effort on behalf of the organisation, 
A definite belief in and acceptability of the values and goals of the 
organisation. 
Source: Researcher’s construction based on literature cited in this table 
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A close examination of the various definitions of organisational commitment as presented in 
Table 4.1 reflects divergences in the meaning of organisational commitment. A common theme 
that emerges from the definitions is that organisational commitment is an attachment, a bond, 
force or linkage that characterises an employee’s relationship with the organisation he/she 
works for. The relationship has implications for whether the employee will choose to leave the 
organisation or to remain with it. The force is experienced as a mind-set (psychological state or 
frame of mind). Meyer and Allen (1997:4) assert that the various definitions put forward by 
several researchers, highlight three broad propositions. These propositions indicate that 
organisational commitment can be viewed as reflecting an affective orientation toward the 
organisation, as a recognition of costs associated with leaving the organisation, or as a moral 
obligation to remain with the organisation. 
 
Two organisational commitment perspectives are evident in research, namely the attitudinal 
perspective and the behavioural perspective (Mowday, Steers and Porter, 1979:231).  Mowday 
et al. (1982:26) find that “attitudinal commitment” focuses on the process by which people 
come to think about their relationship with the organisation. In many ways it can be thought of 
as a mindset in which individuals consider the extent to which their own values and goals are 
congruent with those of the organisation (Mowday et al., 1982:26).  Behavioural commitment 
on the other hand “relates to the process by which individuals become locked into a certain 
organisation and how they deal with this problem” (Mowday et al., 1982:27). According to 
Meyer and Allen (1991:62), attitudinal commitment is the way employees feel or think about 
their relationship with the organisation, while behavioural commitment reflects the way in 
which individuals have become locked into the organisation. The attitudinal approach regards 
organisational commitment as an employee attitude that reflects the nature and quality of the 
linkage between an employee and an organisation (Meyer and Allen, 1991:62). On the other 
hand, the behavioural approach regards organisational commitment as a primary function of 
individual behaviour. Thus individuals become committed to their organisations through their 
actions and choices over time (Becker, 1960:36). 
 
It can be seen from these various definitions that organisational commitment is really a complex 
phenomenon, which requires attention from organisational managers/leaders. With an 
exceptionally diverse workforce, the hospitality industry requires leaders who can handle 
volatile situations with panache and as little disruption as possible for guests (Scott-Halsell, 
102	  
	  
2006:23). If leaders have the necessary competencies, they may understand the antecedents of 
commitment and have the means for fostering and influencing commitment behaviours such as 
helping, loyalty, compliance, civic virtue, creativity, and self-development which are crucial in 
curtailing turnover more effectively and in quality service provision (Saporna and Claveria, 
2013:2). Commitment can be increased and harnessed to obtain support for the organisational 
goals. This will ensure high performance and a gain in market share for organisations because 
of the perceived link between commitment, organisational performance and competitive 
advantage. Below, organisational commitment typologies and their respective measures of 
commitment are presented. 
 
4.3 ORGANISATIONAL COMMITMENT TYPOLOGIES 
According to Klein, Molloy and Cooper (2009:14), prior to the 1960s, the explicit study of 
organisational commitment was largely absent from the workplace literature. In a review of the 
development of organisational commitment, Weibo et al. (2010:12) argue that research on 
organisational commitment has taken different periods but overlapping routes. The earliest 
attempt to study a comprehensive conceptual framework for organisational commitment was 
advanced by Becker in his 1960 side-bet theory (see section 4.3.1) of organisational 
commitment (Weibo et al., 2010:12). Following the abandonment of the side-bet theory as a 
leading organisational commitment theory, Porter et al. (1974 and subsequent years) developed 
the affective commitment conceptualisations of organisational commitment with a shift from 
side bets to psychological contracts. Becker’s (1960:35) and Porter’s (1974: 604) theories were 
all one-dimensional. The work of Porter and his associates was followed by multi-dimensional 
typologies. The two multi-dimensional typologies that had an impact were O'Reilly and 
Chatman’s (1986) multi-dimensional typology and Meyer and Allen’s (1990) multi-dimensional 
typology. Table 4.2 provides an outline of these different organisational commitment typologies 
in terms of their period, scholar(s) who advanced the typology, the main ideas, the instruments 
used to measure organisational commitment, limitations and annotate. Each of the typologies 
will be discussed in subsequent sections. 
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Table 4.2: Organisational commitment typologies 
Period  Scholar Conception 
frame 
Main ideas Instruments Limitations Annotate 
Side-bet 
typology 
Howard 
Becker 
(1960:37) 
Contractual 
relation 
One-
dimension 
OC 
RTS, HAS Unsatisfied of 
content and 
discriminant 
validity 
Defined by 
Allen and 
Meyer as 
"continuance 
commitment” 
Affective 
dependence 
Porter et 
al. 
(1974:605; 
1979) 
Mowday, 
Steers 
(1979:227) 
Affective 
dependence 
3 related 
factors: 
strong 
acceptance; 
participation 
and loyalty 
One-
dimension 
OC leads to 
turnover 
OCQ Acceptable 
reliability; 
unsatisfied 
discriminant 
validity 
Defined by 
Allen and 
Meyer as 
"affective 
commitment” 
Multi-
dimensional 
typologies 
O'Reilly 
and 
Chatman 
(1986: 
495) 
Compliance, 
internalisatio
n, and 
identificatio
n 
commitment
; 
contribution: 
instrument 
(lower 
dependence) 
and affective 
dependence 
(deeper). 
Multi-
dimension 
such as 
turnover, job 
search, 
withdraw, 
absenteeism, 
lateness, job 
stress, 
organisational 
citizenship 
behaviour  
 Unclearly in its mechanism, few 
followers compared to Allen 
and Meyer’s theory 
Meyer and 
Allen 
(1984:376; 
1990:13; 
1997) 
Continuous 
commitment 
and affective 
commitment 
normative 
commitment 
CCS and 
ACS 
NCS 
CCS, better content and 
discriminant validity, but index 
point is unstable from 0.58- 
0.82; ACS and NCS are highly 
correlative/interrelated (0.75-
0.85, KO1997) 
Cohen 
(2007: 
339) 
Two-dimensional: Time be divided into before 
(propensity) and after (commitment attitudes) 
one’s entry into the org; commitment be 
divided into instrumental commitment and 
affective commitment 
Model needs to be validated 
Somers 
(2009: 69) 
Combined influence mechanism theory; 
8 commitment profiles: highly committed, AC 
dominant, CC dominant, NC dominant, AC-
CC, AC-NC, CC-NC dominant and un-
commitment. 
More complex to measure 
clearly and model needs to be 
validated 
Source: Adapted from Weibo, Kaur and Jun (2010:18)  
 
4.3.1 Becker’s (1960) side-bet/investment typology 
The primal idea of the side-bet typology as presented in Table 4.2 is based on Howard Becker’s 
(1960) side-bet/investment theory, which holds that employees will be committed to an 
organisation based on the contract of economic exchange behaviour. Thus, employees will be 
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committed to an organisation because they have totally hidden or somewhat hidden investments 
–“side bets” – that they have made by remaining with the organisation. As employees continue 
to work for an organisation, certain costs (such as maintaining membership in the organisation) 
accrue, that make it more difficult for them to leave the organisation.  The threat of losing these 
investments, along with a perceived lack of alternatives to replace or make up for the loss of 
them, commits the person to the organisation (Cohen, 2007: 337). Thus, the conceptual frame of 
this typology is the contractual relationship. Becker (1960) argues: 
The man who hesitates to take a new job may be deterred by a complex of side-
bets:  the financial costs connected with a pension fund he would lose if he moved; 
the loss of seniority and ‘connections’ in his present firm, which promise quick 
advantage if he stays; the loss of ease in doing his work because of his success in 
adjusting to the particular conditions of his present job; the loss of ease in domestic 
living consequent on having to move his household, and so on  (Becker, 1960:38-
39). 
 
Organisational commitment, according to this typology, is a major predictor of voluntary 
turnover. Becker’s (1960) view of organisational commitment was supported in studies, by 
Ritzer and Trice (1969:479) as well as Alluto, Hrebiniak and Alonso (1973:24). Commitment, 
according to these studies, should be measured by evaluating the reasons why a person would 
leave an organisation. Becker’s (1960:37) side-bet theory of organisational commitment and the 
scales that were developed to measure it were later used in research as an approach to 
conceptualise commitment to the organisation. Ritzer and Trice (1969:479) developed the 
Ritzer and Trice (RTS) scale, which was used and may still be used to measure employee’s 
organisational commitment. Alluto, Hrebiniak and Alonso (1973:24) made adjustments to the 
RTS and developed their own scale, the HAS scale, which attempts to evaluate the respondents’ 
costs of leaving the organisation based on the side-bet theory.  
 
Several studies have tested occupational and organisational commitment using Becker’s (1960) 
side-bet theory and scales used to measure organisational commitment (Aranya et al., 1981:274; 
Aranya and Jacobson, 1975:16; Alluto et al., 1973:449; and Ritzer and Trice, 1969:477).  The 
studies attempted to assess the validity of the theory for both organisational and occupational 
commitment; however, the findings from these studies were disappointing in terms of the 
relationship between commitment and behavioural outcomes in the workplace, and in terms of 
105	  
	  
their relationship to determinants (Cohen, 2007:341; Cohen and Lowenberg, 1990:1045).  The 
scales were also criticised for poor content and discriminant validity and for being simplistic, 
and not really measuring Becker’s side-bet theory (Meyer and Allen, 1984: 375).   Despite the 
criticism levelled against the side-bet theory of organisational commitment and its ultimate 
abandonment as a leading commitment theory, the relationship between organisational 
commitment and turnover as advanced by Becker (1960) influenced most of the later 
conceptualisations of organisational commitment (Weibo et al., 2010:15). The theory 
established turnover as the main behaviour that should be affected by organisational 
commitment, a trend evident in later organisational theories such as Meyer and Allen’s (1991) 
continuance commitment scale.  
 
4.3.2 Porter et al.’s (1974) affective dependence typology 
The weaknesses of the side-bet typology led researchers to search for other theories of 
commitment that were based on the idea of the psychological attachment one has to the 
organisation. The psychological approach began with a scale, the Organisational Commitment 
Questionnaire (OCQ) advanced by Porter and Smith (1970); Porter, Steer, Mowday, and 
Boulian (1974:604); Mowday, Steers and Porter (1979:226) and later summarised in a book by 
Mowday et al. (1982). According to this typology, organisational commitment is defined and 
conceptualised as a psychological attachment to and identification with the organisation (Cohen, 
2007:337). According to this view, organisational commitment is an attitudinal state reflecting 
“the relative strength of an individual’s identification with and involvement in a particular 
organisation” (Porter et al., 1974:604; Mowday et al., 1979:226). According to this view, 
instead of focusing on measuring the perceived costs of leaving the organisation, it focuses on 
the psychological attachment that employees develop to the organisation based on an exchange 
process with the relevant object of commitment (Cohen, 2007:337). Thus, the view is regarded 
as affective dependence typology. Porter et al. (1974:604) further describe organisational 
commitment as “an attachment to the organisation, characterised by an intention to remain in it; 
an identification with the values and goals of the organisation; and a willingness to exert extra 
effort on its behalf”. According to this view, individuals consider their values and goals and 
how they relate to the organisation as part of organisational commitment. This description 
positions organisational commitment as the linkage between the individual and the organisation. 
In other words, there should be a fit between the goals of the individual and the goals of the 
organisation. 
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According to Porter et al., (1974; 1979) organisational commitment is characterised by three 
components or conceptual frames: 1) a strong belief in and acceptance of the organisation's 
goals and values (acceptance); 2) a willingness of employees to exert higher levels of effort in 
helping the organisation achieve its goals (participation); and 3) a desire to maintain 
organisational membership (loyalty) (Porter et al., 1974:604; Mowday, 1998:388). Although 
this conceptualisation of organisational commitment is characterised by three components, it 
was viewed as a one-dimensional construct focusing on affective commitment. According to 
Meyer and Allen (1991:62), Porter et al.’s (1974) typology focused on feelings and/or beliefs. It 
is important to note that, although Porter et al. (1974) contributed to the evolution of 
organisational commitment, they still adopted Becker’s (1968) basic assumptions that there is a 
strong tie between organisational commitment and voluntary turnover (Weibo, Kaur and Jun, 
2010:14). The scale measured attitudinal notions, as well as what Chatman (1986) termed 
consequences of commitment.  
 
Like its predecessor, the Porter et al. (1974) affective dependence typology was criticised for 
the unsatisfied discriminant validity of the OCQ. Critiques argue that there is a conceptual and 
methodological overlap between some of the items of the OCQ scale such as turnover intentions 
and/or performance intentions, and that all the statements of the OCQ scale are more reflective 
of behavioural intentions than of attitudes (Weibo, Kaur and Jun, 2010:14; Cohen, 2007:6; 
O’Reilly and Chatman, 1986). The conceptual overlap led researchers to rely on shorter, revised 
versions of the OCQ scale (Becker and Wilson, 2000:115). The search for a 
replacement/alternative organisational commitment model and measuring instrument led to the 
development of the multi-dimensional typologies. In the next sections, the multi-dimension 
typologies are presented. 
 
4.3.3 O'Reilly and Chatman’s (1986) multi-dimensional typology 
O'Reilly and Chatman (1986) developed an approach that was specifically advanced as a 
conceptual and operational alternative to the OCQ. O'Reilly and Chatman (1986:492) define 
organisational commitment as one’s “psychological attachment to an organisation – the 
psychological bond linking the individual and the organisation.” The authors suggest that 
organisational commitment is a multi-dimensional construct; thus they developed the multi-
dimensional approach based on the assumption that commitment represents an attitude towards 
the organisation and that various mechanisms lead to the development of attitudes (Coetzee, 
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2005). According to their view, commitment takes three distinct forms, which they call 
compliance, identification and internalisation. According to their model (O'Reilly and Chatman, 
1986:492), compliance occurs when attitudes and corresponding behaviours are adopted in 
order to gain certain rewards. Identification occurs when an individual accepts the influence to 
establish or maintain a satisfying relationship. Internalisation, on the other hand, occurs when 
attitudes and behaviours that one is encouraged to adopt are congruent with one’s own values 
(Coetzee, 2005:49). Vandenberghe (2009:107) claims that O’Reilly and Chatman’s (1986) 
multi-dimensional model of organisational commitment provides a depiction of the rationales 
used by organisational employees for making sense of their commitments. 
 
Studies that have used the O'Reilly and Chatman (1986) scales, as they were originally 
developed, have pointed out some problems with them. The major problem highlighted is that it 
is unclear in its mechanism. One problem is the difficulty in distinguishing between 
identification and internalisation when measuring organisational commitment (Caldwell et al., 
1990; Vandenberg, Self and Sep, 1994). Becker et al. (1996) also argue that identification and 
internalisation correlate with one another and show patterns of correlations with measures of 
other variables. Meyer and Allen (1997) suggest that identification and internalisation, rather 
than being commitment conceptualisation, are mechanisms by which affective commitment 
may develop. Meyer and Allen (1997) also argue that compliance (also known as instrumental) 
is some kind of antithesis of commitment; thus its inclusion in the construct would cause 
confusion to the field.  Others like Cohen (2007:340) and Bennett and Durkin (2000) conclude 
acceptably that internalisation and identification appear to be tapping into similar constructs and 
that the compliance dimension does not really reflect psychological attachment to the 
organisation (Mathieu and Zajac, 1990; Meyer and Herscovitch, 2001). It can therefore be 
concluded that few researchers have followed this approach.  
 
At the time that O’Reilly and Chatman (1986) began their research on organisational 
commitment, Meyer and Allen (1984–1990) also began their research on organisational 
commitment; this has become dominant in the study of organisational commitment.  In 1990 
Meyer and Allen developed the multi-dimensional organisational commitment typology. As this 
typology was selected for the current study, the multi-dimensional typology of Cohen (2007) 
and that of Somers (2009) will be presented in the next sections (4.3.4 and 4.3.5) and the Meyer 
and Allen (1990) typology will be presented in section 4.3.6. 
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4.3.4 Cohen’s (2007) multi-dimensional commitment typology 
In (2007) Cohen developed another multi-dimensional typology of organisational commitment. 
In presenting this typology, Cohen acknowledges the fact that the Meyer and Allen’s (1990) 
organisational commitment typology has been the leading approach to studying organisational 
commitment (Cohen, 2007:337). Cohen (2007) posits that this typology is an attempt to build 
on the strengths of Meyer and Allen’s (1990) dominant approach to organisational commitment. 
However, the main argument of Cohen’s (2007) organisational commitment typology is that it 
is a modification of the main postulates of previous approaches.  
 
Cohen (2007) describes organisational commitment as being two-dimensional, in terms  of its 
timing dimension and the bases of commitment dimension. The timing of commitment 
distinguishes between commitment propensity and organisational commitment while the bases 
of commitment distinguishes between commitment based on instrumental considerations and 
commitment based on psychological attachment (Cohen, 2007:337). Table 4.3 is a 
diagrammatic representation of Cohen’s (2007) commitment dimensions. 
 
Table 4.3: Cohen’s commitment dimensions  
 Bases of commitment 
 
Instrumental attachment Psychological attachment 
 
Timing Pre-entry Instrumental commitment propensity 
 
Normative commitment propensity 
Post-entry Instrumental commitment 
	  
Affective commitment 
Source: adapted from Cohen (2007); Weibo, Kaur and Jun (2010:17) 
 
Cohen (2007) distinguishes between commitment propensity, which develops before a person 
enters an organisation (pre-entry) and organisational commitment, which develops after entry 
(post-entry) into the organisation. The pre-entry commitment is divided into two forms, namely 
instrumental commitment propensity and normative commitment propensity. Instrumental 
commitment propensity derives from one’s general expectations about the quality of the 
exchange with the organisation in terms of the expected rewards and benefits one might receive 
form it (Cohen, 2007:337). Normative commitment propensity, on the other hand, is a general 
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moral obligation towards the organisation (Cohen, 2007:337). Post-entry commitment is also 
divided into two, namely instrumental commitment and affective commitment (Cohen, 2007). 
Instrumental commitment results from one’s perception of the quality of the exchange between 
one’s contributions and the rewards that one receives (Cohen, 2007:337). Affective 
commitment is “a psychological attachment to the organisation demonstrated by identification 
with it, emotional involvement and a sense of belonging” (Cohen 2007:337). 
 
According to Cohen (2007), employees will begin in an organisation with some attitude towards 
commitment (pre-entry); thus, the commitment intentions might be the predictor of the 
commitment behaviour that they will exhibit later. The commitment intentions are then 
developed in the socialisation process and will be influenced by personal beliefs, values, 
experiences in the job and prior experiences, which then become organisational commitment 
(post-entry). It is worth noting that pre-entry commitment was advanced by Mowday (1982) and 
was examined by Lee, Ashford, Walsh and Mowday (1992) and Pierce and Dunham (1987) and 
the findings were that commitment propensity indeed affected post-entry organisational 
commitment.  However, affective commitment, according to Cohen (2007), is defined as 
psychological attachment to the organisation, which is the same conceptualisation as that of 
Meyer and Allen (1997 and 1990). While the researcher acknowledges Cohen’s (2007) 
contributions to the study of organisational commitment – especially the distinction between 
affective propensity which relates to attitudes that one has when joining an organisation and 
affective commitment which develops when the person is in the organisation – the researcher 
concurs with Weibo et al. (2010) that Cohen’s advanced modifications to Allen and Meyer’s 
(1990) model need to be validated in order to be adopted for research.  
 
4.3.5 Somers’ (2009) multi-dimensional commitment typology 
Another development of organisation commitment in the multi-dimensional typology is the 
commitment profiles framework developed by Somers (2009). In a study of the combined 
influence of affective commitment, continuance commitment and normative commitment, 
Somers (2009:75) suggests that research in the area of commitment should be focused on the 
combined effect of commitment on outcome variables, especially those associated with 
employee retention and citizenship behaviour.  
 
110	  
	  
In a study using 288 hospital nurses, Somers (2009:76) hypothesised that there are eight 
organisational commitment profiles, namely highly committed, affective dominant, continuance 
dominant, normative dominant, AC-CC dominant, AC-NC dominant, CC-NC dominant and 
uncommitted. In the study, Somers (2009) compares turnover intentions, job search behaviour, 
work withdrawal and job stress to commitment profiles. Based on this study, five empirically 
driven commitment profiles emerged, namely high committed, affective-normative dominant, 
continuance-normative dominant, continuance-dominant and uncommitted. The results 
indicated that most positive work outcomes are associated with the affective-normative 
dominant profile, which included lower turnover intentions and lower levels of psychological 
stress. Somers (2009) concludes that the relative levels of commitment for each employee affect 
how the more general psychological state of commitment is experienced. For example, when 
affective commitment and normative commitment are high, the potentially negative effects of 
continuance commitment are moderated. On the other hand, potential negative effects of 
continuance commitment seem to be mitigated when affective commitment and normative 
commitment are also high, at least for employee retention (Weibo et al., 2010). As a result, 
Somers (2009) argues that building beneficial patterns of commitment to organisations probably 
extends beyond affective commitment. 
 
While Somers’ (2009) framework is directed at exploring the combined effect of commitment 
on work outcome variables, especially those associated with employee retention, it is important 
to mention that it lacks empirical validation and the instrument to test the theory (Clinton-Baker 
2013:178; Weibo, Kaur and Jun, 2010:80). In the next section, Meyer and Allen’s (1990) multi-
dimensional organisational commitment typology, which was adopted for this study, is 
presented. Justification for adoption of this typology for the study will be presented in the 
subsequent section (see section 4.4). 
 
4.3.6 Meyer and Allen’s (1990) multi-dimensional typology  
Meyer and Allen (1991:67) define organisational commitment as “a psychological state that 
characterises the employee’s relationship with the organisation, and has implications for the 
decision to continue membership in the organisation.”  Initially, Meyer and Allen (1984) 
viewed organisational commitment as two-dimensional (affective and continuance 
commitment).  However, after further research, Meyer and Allen (1990) added a third 
dimension, namely normative commitment. Meyer and Allen’s (1990) multi-dimensional 
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organisational commitment typology, commonly known as the three-component model (TCM), 
integrates the attitudinal and behavioural forms of organisational commitment and distinguishes 
between three dimensions of organisational commitment, these being continuance commitment, 
affective commitment, and normative commitment, as described in sections 4.3.6.1a), b) and c). 
Each dimension describes a link between the employee and the organisation that reduces the 
likelihood of turnover and encourages positive behaviour in the organisation. According to 
Cohen and Freund (2005), Allen and Meyer (1990:15) helped in the understanding of 
organisational commitment and helped to pinpoint its contribution in both theory and practice 
(Carmeli, 2003:789). 
 
It is commonly understood, from the multi dimensional typology, that organisational 
commitment is a psychological state which characterises an employee’s relationship with the 
organisation, and which has implications for the decision to continue or discontinue 
membership of the organisation (Meyer and Allen, 1997). Researchers tend to agree with Allen 
and Meyer (1990:14) that the three most often researched reasons for employee commitment are 
affective commitment, continuance commitment and normative commitment (Cohen, 2007:337; 
Vandenberg, Vandenberghe and Stinglhamber, 2005; Carmeli and Freund, 2004:293; Carmeli, 
2003:788; Greenberg and Baron, 2003; Meyer and Allen, 1991). The recognition that 
commitment can take different forms is considered among the most significant developments in 
commitment theory over the past two decades (Wasti and Can, 2008:409; Pool and Pool, 
2007:358) and is one of the reasons why this organisational commitment typology was adopted 
for this study. In section 4.4, the three organisational commitment dimensions, and their 
antecedents as conceptualised by Meyer and Allen (1990), are discussed.  
 
4.3.6.1 Meyer and Allen’s (1990) organisational commitment dimensions and antecedents 
Meyer and Allen (1997:106) use the tri-dimensional typology to conceptualise organisational 
commitment in three dimensions, namely affective, continuance and normative commitment. 
The three dimensions describe the different ways in which organisational commitment develops 
and the implications of organisational commitment for employees’ behaviour (Manetjie and 
Martins (2009:93). Researchers have also tried to establish what exactly influences the 
development of organisational commitment once an individual becomes a member of an 
organisation. According to Nazari and Emami (2012:484), findings suggest that many variables 
are potential antecedents of organisational commitment and thus influence the development of 
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an individual’s organisational commitment. Organisational commitment antecedents are 
categorised into three main variables, namely, personal characteristics, organisational factors 
and non-organisational factors (Nazari and Emami 2012: 486; Nyangeni 2007; Laka-Matebula 
2004:39, Mowday et al 1982; Barker, 1960). Other authors identified the three categories as 
personal characteristics, job related factors and job involvement factors (Nazari and Emami, 
2012: 487; Iverson and Buttigieg, 1999; McClurg 1999; Mathieu and Zajac, 1990:181). 
However, other authors argue that the antecedents can only be categorised into two variables, as 
personal characteristics or organisational characteristics (Balaji, 2012:46). In this research the 
author adopts Meyer and Allen’s (1991) categorisations as their model forms part of this 
research framework. 
 
However, Mercado (2000) argues that past studies have produced varied results concerning 
some important organisational commitment antecedents, such as support from the supervisor, 
and support from the co-workers. This being so, more research needs to be conducted to clarify 
the relationships among these antecedents as well as the dimensions of organisational 
commitment (Mercado, 2000). Joiner and Bakalis (2006:442) concur that there is a need to 
explore the associations among the antecedents of organisational commitment and dimension of 
commitment. In this study the focus is on psychological work experiences, specifically, the 
leader’s EI and its relationship to organisational commitment dimensions. Consequently, the 
main perceived antecedents of organisational commitment will be discussed according to the 
dimensions of organisational commitment. 
 
 a) Affective commitment dimensions 
Affective commitment refers to the employee’s emotional attachment to, identification with, 
and involvement in an organisation (Coetzee, 2005:54). Meyer and Allen (1997:11) and Allen 
and Meyer (1984:375) identified affective commitment in terms of “positive feelings of 
identification with, attachment to, and involvement in the work organisation.” Affective 
commitment is believed to be intrinsic, strengthened through meaningful and positive work 
experiences within an organisation that promote personal satisfaction and fulfilment (Meyer and 
Allen, 1997). According to Meyer and Allen (1997), affective commitment is perhaps the most 
beneficial form of organisational commitment that organisations would want to instil in their 
employees because it involves employees having an emotional attachment to the organisation. 
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Employees with a strong affective commitment continue employment with an organisation 
because they want to (Adenguga, Adenuga and Ayodele, 2013:23; Manetjie and Martins, 2009; 
Coetzee, 2005). For example, employees with a strong sense of affective commitment to their 
organisation will keep up with developments in their organisation, and attend and participate in 
organisational functions (Bagraim, 2003:60). Employees with strong affective commitment 
believe their values match those of their employer and feel emotionally attached to their 
organisation (Sinclair, Tucker and Cullen, 2005:1280). Some researchers explain affective 
commitment effects in terms of a social exchange framework; employees exchange good 
treatment by the firm (for example, trust) for their affective attachments and these stronger 
attachments result in more favourable job performance (Sinclair, Tucker and Cullen, 
2005:1280;  Riketta, 2002;  Shore and Wayne, 1993).  Within the context of this study, it 
implies that if the employees work under the supervision of a leader/manager whose values are 
similar to their own, then the leader is likely to gain commitment. The employees thus can 
decide to remain with the organisation based, in part, on their values. Meyer and Allen (1996) 
correlate affective commitment with work experiences where employees experience 
psychologically comfortable feelings (such as being with an approachable manager), increasing 
their sense of competence (Dixit and Bhati, 2012:39). Affective commitment is believed to be a 
reliable determinant of turnover intentions; thus organisations can use their knowledge of 
affective commitment in their hiring strategies and pre-hire assessments (Law, 2005). 
 
b) Affective commitment antecedents 
A variety of variables have been hypothesised to be antecedents of affective commitment. 
However, all these variables can be generally categorised into three categories, namely personal 
characteristics, organisational structure, and work experiences (Meyer and Allen, 2001:69; 
Meyer and Herscovitch, 2001; Meyer and Allen, 1997, Meyer and Allen, 1991). Below the 
three antecedents of affective commitment are discussed. 
 
Personal characteristics. A number of personal characteristics have been associated with 
organisational commitment. These characteristics include age, gender, family status, education, 
tenure, need for achievement, sense of competence and sense of professionalism (Laka-
Mathebula, 2004:34; Meyer and Allen, 2001). However, although a number of demographic 
characteristics have been associated with commitment, research findings on age, gender, tenure 
and education reveal that the relations are not strong and are inconsistent  (Kipkebut, 2010; 
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McKenna, 2005; Laka-Mathebula, 2004:35; Meyer and Allen, 2001:71; Colbert and IK-Whan, 
2000; Hawkins, 1998; Ngo and Tsang, 1998; Meyer and Allen, 1997; Liou and Nyhan, 1994; 
Meyer and Allen, 1993 ; Matheieu and Zajac, 1990).  On the other hand, personal dispositions 
such as need for achievement, affiliation, autonomy, higher order need strength, personal work 
ethic, locus of control, and central life interest in work, have been found to correlate with 
commitment, although modestly (Meyer and Allen, 2001:69).  Gender as a personal 
characteristic was selected for this study. According to Martin and Roodt (2008), there seem to 
be contradictory findings with regard to the relationship between gender and organisational 
commitment. Some studies conclude that there is no significant relationship between gender and 
commitment (Coezee et al., 2007; Al-Ajmi, 2006; Marshall and Bonner, 2003). However, other 
studies found gender to be significantly related to commitment (Khalili and Asmawi, 2012, 
Labatmediene et al., 2007; Pretorius and Roodt, 2004). 
 
Similar to the gender findings, the findings on the relationship between age and organisational 
commitment are contradictory, while most studies found age to be significantly related to 
commitment (Bijyank, Bal, Blomme and Schalk, 2012; Brimeyer, Perrucci and Wadsworth, 
2010; Ferreira, 2009; Popoola, 2009; Martin and Roodt, 2008; Labatmediene et al., 2007; 
Finegold, Mohrman and Spreitzer, 2002; Suliman and Iles, 2000; Lok and Crawford, 1999; 
Allen and Meyer, 1993; Cohen, 1993; Mathieu and Zajac, 1990). Others found no significant 
relationship between age and commitment (Chen et al., 2012).  
 
Organisational structure. Few studies have addressed the relationship between organisational 
commitment and organisational structure. However, there is evidence that there is a relationship 
between affective commitment and decentralisation of decision-making (Meyer and Allen, 
2001:70; Brook, Russell and Price, 1988, Morris and Steers, 1980).  There is also evidence 
supporting the notion that there is a relationship between affective commitment and 
formalisation of policy and procedure (Meyer and Allen, 2001; O’Driscoll, 1987; Podsakoff, 
Williams and Todor, 1986; Morris and Steers, 1980). However, it is argued that the influence of 
organisational structure on organisational commitment is not direct, but rather mediated by 
work experiences such as employee/supervisor relations (Podsakoff, Williams and Todor, 
1986).  
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Work experience. Affective commitment is believed to develop as a result of experiences that 
satisfy the employees’ needs and are compatible with their values. Work commitment variables, 
according to Meyer and Allen (2001:69), can be divided into two categories: those that satisfied 
employees’ need to feel comfortable in the organisation both physically and psychologically, 
and those that contribute to employees’ feelings of competence in the work role. Variables 
considered in the comfort category include the following: confirmation of pre-entry 
expectations, equity in reward distribution, organisational dependability, organisational support, 
role clarity and freedom from conflict, and supervisor consideration (Meyer and Allen, 
2001:71). The competence-related work experience, on the other hand, includes 
accomplishments, autonomy, fairness in the distribution of performance-based rewards, job 
challenge, job scope, opportunity for advancement, opportunity for self-expression, 
participation in decision-making and personal importance to the organisation (Allen and Meyer, 
2001:71). 
 
There seems to be a paucity of research on the relationship between work experience and 
organisational commitment. According to Joiner and Bakalis (2006), employees who perceive a 
friendly and supportive atmosphere, especially with their immediate supervisor, tend to have a 
strong positive commitment to their organisation. This result is in agreement with Allen and 
Meyer’s suggestion of a universal appeal for work environments where there is support and fair 
treatment of employees. In such environments, it is believed that employees will feel that they 
can make contributions to the organisation. In this study, leader–follower relations are 
addressed with an emphasis on the relationship between leaders’ EI and followers’ 
organisational commitment. 
 
c) Continuance commitment dimensions  
Continuance commitment refers to the costs associated with leaving the organisation.  It is 
defined as “the extent to which employees feel committed to their organisations by virtue of the 
costs that they feel are associated with leaving the organisation” (Meyer and Allen, 1984:375). 
This organisational commitment dimension is often based on tangibles such as compensation, 
seniority, status, benefits or pension plans that would be lost by leaving the organisation (Dixit 
and Bhati, 2012:39; Meyer and Allen, 1984: 376). Similarly, the lack of employment 
alternatives also increases the perceived costs associated with leaving the organisation and 
therefore increases the continuance commitment of employees (Dixit and Bhati, 2012:39; Laka-
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Matebula, 2004: 36; Meyer and Allen, 1990 and 1984: 377). In other words, when an individual 
works for an organisation, he/she makes “investments” in it and, as such, these investments tend 
to increase over time.   
 
Allen and Meyer (1990: 12) propose that the continuance commitment develops on the basis of 
two factors, namely 1) the number of investments (side bets) individuals make in their current 
organisation and 2) the perceived lack of alternatives. Somers (1993) concurs, identifying the 
two factors of continuance commitment as high sacrifice commitment (personal sacrifices 
associated with leaving), and low alternatives commitment (limited opportunities for other 
employment). It can be concluded that a person who has invested a significant amount of time 
in an organisation may have a higher level of continuance commitment than someone who has 
been in the organisation for a short time (Laka-Matebula, 2004: 37). According to this 
dimension of commitment, a person will remain committed because there is too much to lose 
and/or too little to gain by leaving. This kind of commitment is motivated by the fear of loss or 
lack of choice (Meyer and Allen, 1991). This form of organisational commitment is considered 
to be calculative as it is based on an individual’s awareness/consideration of the expenses and 
threats linked to leaving the organisation (Meyer and Allen, 1997). 
 
Research results on continuance commitment indicate that it is associated with adverse 
organisational outcomes such as employee intentions to leave the organisation (O’Donnell, 
Jayawadana and Jayakody, 2012; Labatmediene et al., 2007: 212; Meyer and Allen, 1997). 
Continuance commitment is negatively related to turnover intentions; therefore, organisations 
trying to reduce turnover intentions should potentially increase the level of continuance 
commitment of their employee (Meyer et al., 2002). 
 
d) Continuance commitment antecedents 
Continuance commitment as defined in section 4.3.4.2 refers to the recognition of costs 
associated with leaving the organisation. Basically anything that increases perceived costs can 
be regarded as a continuance commitment antecedent. The two most studied antecedents in this 
category are investments/side bets and availability of alternatives. 
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Investments. With regard to organisational commitment, investments are any actions that 
would lead to potential loss should an individual decide to leave the organisation (Nyengeni, 
2007; Laka-Mathebula, 2004:37; Meyer and Allen, 1990). If an employee perceives that he/she 
will lose certain benefits by moving to another organisation, the employee might then decide to 
stay in the current organisation instead of losing the investments. That way, the employee 
develops continuance commitment, which is based on calculated decisions. Investments can 
either be work-related or non-work-related. Work-related investments include time spent 
acquiring non-transferable skills, potential loss of benefits, and giving up senior positions and 
their rewards (Laka-Mathebula, 2004:38; Meyer and Allen, 1990:12). Non-work-related 
investments, on the other hand, include disruption of personal relationships, and costs of 
relocating a family to another city. According to Laka-Mathebula (2004) and Romzek (1990), 
investments can also take the form of time spent on career development, time spent on work 
group development, and time spent on developing friendship networks.  
 
According to Meyer and Allen (2001:71), there is evidence that commitment increases as the 
number and/or magnitude of investments increases and the attractiveness of alternatives 
decreases. However, it is argued that these results should be interpreted with caution as the 
measure of commitment in the studies consisted of questions that addressed an obligation to 
remain rather than a need to remain. In other words, the findings cannot be interpreted 
unequivocally as justification for those predictions. 
 
Investments are also believed to increase with time (Laka-Matebula, 2004:39). For example, 
demographic characteristics such as age and tenure are associated with the accumulation of 
investments. These personal/demographic characteristics are believed to influence continuance 
commitment (Laka-Matebula, 2004:39; Meyer and Allen, 1997).  It is also believed that 
organisations can make employees feel that they have made huge investments in the 
organisation by offering opportunities and working conditions such as promotion prospects, 
family-friendly policies, retirement benefits, accrual of leave and other opportunities which may 
not be matched by other organisations (Laka-Matebula, 2004:38; Romzek, 1990). The belief, 
thus, may become an investment that employees may not want to lose. Employees may then be 
forced to commit to the organisation because of these investments.  
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However, age and tenure are best thought of as substitute variables of accumulated investments 
and perceived alternatives and not as direct antecedents to continuance commitment. Some 
people, with more experience, may seek alternative employment because their qualifications 
and level of experience allow for greater opportunities than someone with less experience 
(Meyer and Allen 1997). Antecedents to continuance commitment will include all costs 
associated with leaving such as personal sacrifice, cost of relocating and uprooting one’s family. 
 
Availability of alternatives. The availability of alternative employment is hypothesised to be 
another antecedent of continuance commitment. Meyer and Allen (1997) assert that an 
employee’s perception of the availability of alternatives will be negatively correlated to 
continuance commitment. Employees who consider that they have feasible alternatives will be 
less committed to the organisation while those who reckon on only limited alternatives will 
have a stronger continuance commitment. Employee perception of availability of alternatives is 
influenced by several actions and events (Nyengeni, 2007; Laka-Mathebula, 2004:38; Meyer 
and Allen, 1997). Some perceptions may be based on scanning the external job environment, 
looking at local employment rates and the general economic outlook. Other perceptions may be 
based on the degree to which acquired skills seem current and marketable. Results of previous 
job search attempts, whether other organisations have tried to recruit the employee, and the 
extent to which family factors affect the employee’s ability to relocate or change jobs, are all 
factors that can influence an individual’s perception of alternatives. If an employee has been 
approached by other organisations with job offers, he/she will perceive that he/she has sufficient 
alternatives and would not feel tied to the current employer (lower continuance commitment). 
However, if an employee has applied for other jobs several times unsuccessfully, that employee 
will perceive that he/she has fewer alternatives and would rather continue with the current 
employer and will therefore have a stronger continuance commitment (Laka-Mathebula, 2004; 
Meyer and Allen, 1997).  
 
However, Iverson and Buttigieg (1999) (cited in Laka-Mathebula, 2004:39), argue that 
alternative employment works in conjunction with other factors to influence continuance 
commitment. For example, it may work in conjunction with family factors such as the need for 
schools for children and the availability of employment for a spouse. If the family factors are 
favourable, then the perception of effective alternatives may be strong which may then result in 
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a lower continuance commitment. However, if family factors are not favourable, then the 
perception of alternatives is weakened which leads to stronger continuance commitment.  
 
Other demographic variables such as age and tenure are also hypothesised to influence 
continuance commitment (Meyer and Allen, 1997). It is believed that the cost associated with 
leaving the organisation will increase for some people as they become older and increase their 
tenure. However, for others, leaving might actually decrease as experience and skills increase. 
Thus the studies have shown mixed results in this regard (as for affective commitment, as 
discussed in section 4. 5.1). 
 
While investments and availability of alternatives have been identified as the major antecedents 
of continuance commitment, it is important to mention that neither of them will have an 
influence on continuance commitment unless or until the employee is aware of them and the 
implications of losing them. Thus, the employee’s recognition of investment and availability of 
alternatives and their implications represent the developmental process of continuance 
commitment (Laka-Mathebula, 2004; Meyer and Allen, 1997). This implies that people who are 
objectively in similar positions may have different levels of continuance commitment. It might 
also imply that, for some employees, certain events may trigger the need to recognise these 
variables and their impact. In other words, the factors that affect an employee’s continuance 
commitment may be work-related or non-work-related; these factors vary from one person to 
the other. However, there is a paucity of research on whether there is a relationship between 
continuance commitment and leaders’ EI, which is one aspect of focus of this study.  
 
e) Normative commitment dimensions  
Normative commitment refers to the perceived obligation to remain with the organisation. It is 
“commitment based on a sense of obligation to the organisation” (Allen and Meyer, 1996:253). 
This sense of moral obligation to remain in an organisation may be the result of socialisation 
and social learning (Wiener, 1982). Moral obligations are normally generated by cultural and 
family values or other socialisation learned before an employee joined an organisation.  High 
normative commitment may be seen in organisations where there is a strong sense of 
collectivism. According to Clugston, Howell, and Dorfman (2000), higher levels of normative 
commitment and loyalty are found in organisations with collectivist cultures compared to 
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individualistic cultures. Moral obligations were also seen to generate normative pressure to 
pursue a certain course of action with regard to commitment. Meyer, Allen and Smith (1993: 
564) explained this with the following example: “being a member of a family with a history of 
involvement in a particular occupation (or with one organization) or receiving financial support 
to pursue a career could contribute to the development of normative commitment.” The same 
can be said in situations where an employee may have received a promotion or advances. 
Potisarattana (2000) claims that normative commitment addresses a person’s internalisation of 
the personal values established as a part of the socialisation process. These values are those 
owned personally by the individual rather than values falsely projected due to the nature of the 
organisation. Meyer and Allen (1997) also explain that the socialisation process, whether before 
or after employment, results in behaviours and attitudes both acceptable and not acceptable 
which then can be translated into various decisions including normative commitment. For 
example, beliefs about loyalty to the organisation could be learned through the socialisation 
process. 
 
In a nutshell, according to Allen and Meyer’s (1990:14) organisational commitment typology, 
employees with a strong continuance commitment remain because they need to; employees with 
a strong affective commitment remain because they want to; and employees with a strong 
normative commitment remain because they feel they ought to do so (Allen and Meyer, 1990). 
Each of the commitment dimensions (affective, continuance, and normative) has been found to 
have different implications for work-related behaviour besides turnover (Meyer and Allen, 
1991:82). However, one thing that is common to the three dimensions of organisational 
commitment is the view that organisational commitment is a psychological state that typifies 
organisational members’ relationship with the organisation and has an impact on the decision to 
continue or discontinue membership with the organisation (Meyer and Allen 1997). According 
to Jaros (2009:356), "the Meyer and Allen (1997) formulation is characterized by the richest 
integrative conceptual work, and has thus come to dominate the multiple-bases organisational 
commitment literature". Accordingly, the Meyer and Allen (1997) Organisational Commitment 
Scale (OCS) was selected to measure the organisational commitment variables in this study. 
While Meyer and Allen (1991) have used affective, continuance, and normative commitment to 
explain the multi-dimensional nature of organisational commitment, they reinforce their support 
for the significance of affective commitment (Meyer and Allen, 1997) by illuminating that 
employees with strong affective commitment would be highly motivated to perform and make 
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more meaningful contributions than employees who expressed continuance or normative 
commitment. 
 
The researcher is aware of the criticism levelled against the Meyer and Allen’s (1990) 
organisational commitment typology, which includes the fact that the continuance commitment 
index is unstable and that the affective and normative commitment scales are interrelated 
(Cohen 2007:337). However, the alterations made to the scales are assumed to eliminate the 
limitations of the model. In the following sections, Cohen’s (2007:36) multi-dimensional 
typology (section 4.3.5) and Somers’s (2009:72) multi-dimensional typology (section 4.3.6) are 
described. 
 
f) Normative commitment antecedents 
According to Allen and Meyer (2001:72), the literature on the development of normative 
commitment has been theoretical rather than empirical. As such, only a few factors have been 
identified as variables associated with normative commitment. Meyer and Allen (2001) argue 
that feelings of obligation may result from the internalisation of normative pressures exerted on 
an individual prior to entry into the organisation (familial or cultural socialisation), or following 
entry into the organisation (organisational socialisation). Meyer and Allen (1997) suggest that 
socialisation carries with it all sorts of messages about the appropriateness of particular attitudes 
and behaviours within the organisation. Among these attitudes could be the idea that employees 
owe it to the organisation to continue or discontinue employment. Thus, normative commitment 
is believed to develop through a complex process involving both conditioning and modelling of 
others. 
 
Normative commitment is also believed to develop when an organisation provides the employee 
with “rewards in advance” for instance, paying college tuition, or incurring significant costs in 
providing employment such as costs associated with job training (Meyer and Allen, 2001:72).  
Recognition of the investments on the part of the organisation may create an imbalance in the 
employee/organisation relationship. In such situations, the employee might feel uncomfortable 
and indebted.  Given the norms of reciprocity, the employees might develop feelings of 
obligation to reciprocate by committing themselves to the organisation as they try to rectify the 
122	  
	  
imbalance until the debt has been repaid. However, it is important to note that internalisation of 
reciprocity norms varies by culture and from one individual to another. 
 
Given the information above, the critical question that needs to be asked is whether the EI of a 
leader would influence the organisational commitment of followers and if so, to what extent. In 
section 4.4, a justification for adopting Allen and Meyer’s multi-dimensional framework is 
presented. 
4.4 ORGANISATIONAL COMMITMENT FRAMEWORK ADOPTED 
As an advance on section 4.3 on organisational commitment typologies, in this study, the 
organisational commitment construct is viewed through the lens of Meyer and Allen (1990) 
multi–dimensional framework. The researcher adopted the three-component conceptualisation 
of organisational commitment discussed in section 4.3.4 since it seems to dominate 
organisational commitment research (Rehman et al., 2013; Farris, 2012; Nazari and Emami, 
2012; Weibo, Kaur and Jun, 2010; Solingre, Van Olffen and Roe, 2008; Wasti and Can, 2008; 
Cohen, 2007; Pool and Pool, 2007; Bentein, Vandenberg, Vandenberghe and Stinglhamber, 
2005; Meyer, Becker and Vandenberghe, 2005, 2004; Cohen, 2003; Greenberg and Baron, 
2003; Meyer and Allen, 1997). In the last two decades, the TCM and its OCS developed by 
Allen and Meyer (1997; 1996; 1991; and 1990) and Meyer, Allen, and Smith (1993) have been 
used in many studies, have undergone the most extensive empirical evaluation to date, and are 
argued to provide the most widely accepted organisational commitment conceptualisation by 
researchers (Becker, Klein and Meyer, 2009; Johnson et al., 2009; Krishnaveni and Ramkumar, 
2006; Patalano, 2008; Pool and Pool, 2006; Wasti, 2005; Meyer and Allen, 2004, and 1997). 
Jaros (2009:356) describes Meyer and Allen’s (1997) organisational commitment framework as 
the richest integrative conceptual work on organisational commitment. It is for this reason that 
the TCM has come to dominate the multiple-basis organisational commitment literature and was 
adopted for this study. 
 
According to Meyer and Allen (2004:4-5), in choosing which version of the OCS to use, 
researchers should note that the original Allen and Meyer (1990) versions of the Affective 
Commitment Scales (ACS), Normative Commitment Scales (NCS) and Continuance 
Commitment Scales (CCS) each include eight items, while the revised Meyer, Allen and Smith 
(1993) version of the OCS includes six items. However, the two versions of the ACS and CCS 
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are very similar; as such the choice between the two should be based on the desired length 
(Meyer and Allen, 2004). For the current study, the researcher thus chose the Allen and Meyer 
(1990) version for the ACS and the Meyer, Allen and Smith (1993) version for the CCS.  
 
4.5 ORGANISATIONAL COMMITMENT AND LEADERSHIP 
In a study by Newman, Thanacoody, and Hui et al. in 2012, and another by Tuzun and Kalemci 
in 2012, perceived organisational support was found to positively relate to affective 
commitment, which in turn was negatively related to turnover intentions. 
 
In an earlier study, Fu, Bolander and Jones (2009) sampled a group of salespeople working for a 
human resources service provider in a bid to test the impact of organisational commitment on 
sales effort using Meyer and Allen’s (1991) organisational commitment scale. Fu, Bolander and 
Jones (2009:340) found that perceived organisational support, trust in one’s supervisor, and job 
satisfaction were important antecedents to organisational commitment, thus affecting 
salespersons’ efforts. Perceived organisational support in the study was defined as “the extent to 
which employees perceived that the organisation valued their contribution and cared about their 
well-being” (Fu, Bolander and Jones, 2009:335). Their research also established a significant 
positive relationship between perceived organisational support and affective commitment, and a 
significant negative relationship between perceived organisational support and continuance 
commitment. Trust in one’s supervisor was found to be significant and it was found to 
positively relate to affective commitment (Fu, Bolander and Jones, 2009). Furthermore, trust in 
one’s supervisor was significantly related to job satisfaction, and job satisfaction was also 
significantly positively related to affective commitment, a somewhat positive relationship with 
normative commitment, and a negative relationship with continuance commitment.   
 
In a study examining proxy measures of workplace spirituality, Moore and Casper (2006) found 
that those organisations that demonstrated workplace spirituality had a higher affective 
commitment. Spirituality in the research was defined as an inner experience, an internal value, 
or a sense of purpose and was evidenced in the workplace in the organisational culture 
exhibiting similar sentiments in its leadership values and mission statement (Moore and Casper, 
2006:109). Moore and Casper’s (2006) research identified the inter-relatedness of perceived 
organisational support, affective organisational commitment and intrinsic job satisfaction. 
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Consequently, their research results highlight the importance of leadership in nurturing the 
affective commitment of the followers. 
 
In another study, it was found that there is a positive relationship between leadership style and 
employee commitment (Loup and Koller, 2005). In another study, transformational leadership 
was found to have a positive impact on organisational outcomes (Rubin, 2003). In a study by 
Miles and Mangold (2002), team leaders’ behaviours were found to affect team members’ 
satisfaction, and the leader was found to play a role in the employees’ desire to commit to an 
organisation. 
 
Findings from the Chartered Institute of Personnel and Development (CIPD, 2004) revealed that 
there is a positive relationship between organisational commitment and the behaviour of 
managers. Frontline managers’ behaviour was seen to significantly contribute towards 
organisational commitment. All managers who were highly rated by their subordinates for their 
management and implementation of policies cultivated a positive attitude in their subordinates 
that increased their subordinates’ commitment to the organisation (CIPD, 2004). By sharing 
their vision, being enabling and encouraging, leaders can nurture organisational commitment in 
followers. 
 
In a study involving 2,734 participants, Duham, Grube and Castaneda (1994) investigated the 
influence of participatory management and supervisory feedback on employee levels of 
affective, continuance and normative commitment. The results indicated that when supervisors 
provide feedback about performance and allow subordinates to participate in decision-making, 
employees’ level of affective commitment is stronger than levels of continuance and normative 
commitment. This suggested that employee commitment to an organisation is more related to a 
wanting, than to a needing or a feeling of obligation. All three forms of commitment were 
negatively related to turnover intentions, with continuance commitment having the strongest 
negative relationship.  
 
Organisational commitment is believed to have a negative relationship with turnover, and a 
positive relationship with productivity and other on-the-job behaviours (Meyer, Becker and 
Vandenberghe, 2004). If the level of organisational commitment is high in the organisation 
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there will be low levels of staff turnover and high levels of productivity. There will also be 
positive behaviours in the organisation, other things being constant. If employees feel as though 
the organisation is committed to them, perhaps they will experience high levels of commitment 
towards the organisation, specifically affective commitment. This kind of reciprocal relationship 
is hypothesised to express itself in leadership effectiveness as measured by organisational 
commitment.  
 
Meyer, Stanley, Herscovitch and Topolnytsky (2002:50-51) support the negative relationship 
between the three forms of organisational commitment and turnover as well as withdrawal 
cognition. These authors found that affective commitment had the strongest and most 
favourable correlations with organisation-relevant behaviour (attendance, performance, and 
organisational citizenship), as well as with employee-relevant outcomes (stress and work family 
conflict). Normative commitment was also associated with desirable outcomes, although not as 
strongly. However, continuance commitment was not related to these outcomes.  
 
Research reveals that organisational commitment used to be a two-way phenomenon, reinforced 
by a psychological contract between the organisation and the employee (Kontoghiorghes and 
Bryant, 2004:62). This element has been changing as a result of the emergence of global 
markets with outsourcing and rightsizing, making employees “less of a person” and more of an 
entity (Prasad and Akhilesh, 2002:107). Increasingly, employees must choose whether to 
remain with an organisation or to leave. If employees no longer perceive a quid pro quo 
situation with their employer, they increasingly make choices to leave and have the opportunity 
to do so. This deterioration of employee commitment in the contemporary workplace has posed 
a serious challenge for leaders (Smith and Canger, 2004: 469). This trend, according to Prasad 
and Akhilesh (2002:108), will continue to become an integral part of the economic and 
employment landscape, and implies a realisation that the employees have more choices, 
requiring leadership to give them reasons to stay with the organisation. Thus, the leader’s 
responsibility of motivating employees and nurturing their commitment has become an 
increasingly important element in reducing turnover and its associated cost. 
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4.6 ORGANISATIONAL COMMITMENT IN THE HOSPITALITY INDUSTRY 
The benefits of organisational commitment are numerous (Artley, 2008:16). In the hotel 
industry, it is the willingness of the employees (the internal customers of the organisation) to 
engage in discretionary effort that determines the level of the service quality and ultimately, 
customer satisfaction (Zeithaml et al., 2008). At the same time, long-term relationships can be 
built with a long-term committed workforce (Boshoff and Allen, 2000:68). From the few 
studies conducted so far, it appears that the success of service industry is reliant on the delivery 
of quality customer service, which is heavily dependent on employee commitment (Zheng, 
2009:485). As such, the concern of organisations with maintaining and improving service 
quality by enhancing employee commitment has increased (Gbadamosi, Ndaba and Oni, 
2007:755). In this regard, Tsai (2008:72) argues that employee commitment could influence 
employee perception of their service quality and their service attitudes towards customers. In 
agreement with this assertion, Mishra (2010:95) and Deery and Kinnie (2004:7) add that when 
employees commit to the value propositions of the organisation, service quality becomes more 
effective. This is pertinent in the hotel industry. 
 
With regard to service delivery, Paulin, Ferguson and Bergeron (2006:910) found that 
organisational commitment is associated with task performance behaviour, which is directed at 
serving guests. In a related study, Allen and Grisaffe (2001:222) found that affectively 
committed employees engage in positive customer-relevant behaviour, which enhances service 
excellence. According to DeCocinis (cited in Yeung, 2006:279), the secret of success in the 
service business is that “services come only from people.” Little and Dean (2006:468) in their 
study of the service industry, found that employee commitment contributes to employees 
feeling valued and as a result delivering high quality service to customers. In another study by 
Chew, Girardi, and Entrekin (2005:28), employee commitment was found to have a positive 
influence on job performance. Matzler, Fuch and Schubert (2004:183) concurred by saying that 
the more committed the employees are, the greater the level of service quality delivery through 
continuous improvement. However, employees’ inability to trust the organisation and/or their 
leaders/supervisors will affect their level of trust, motivation and ultimately their organisational 
commitment, workplace behaviour and performance, thereby increasing their withdrawal 
behaviours such as turnover, absenteeism and tardiness (Meyer, Becker and Vandenberghe, 
2004:999). These outcomes are very important for leaders since the consequences of low 
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commitment may result in high turnover and high error rates, costing the organisation important 
resources. 
 
Riketta (2008:478) suggests that an increase in organisational commitment among employees 
results in beneficial in-role and extra-role behaviours. Riketta (2008) conducted a meta-analysis 
of 16 studies in which the relationship between employee performance and organisational 
commitment was measured. His findings were similar to previous findings (Cooper-Hakim and 
Viswesvaran, 2005:249; Riketta, 2002:258) that the positive effect of organisational 
commitment on subsequent job performance was weak yet statistically significant. This 
highlights the importance of organisational commitment for organisational productivity. Wright 
and Kehoe (2009:198) cite multiple studies in which the results indicated that profitability and 
productivity are linked to commitment across diverse organisational samples. Malhotra and 
Mukherjee (2004:70) found a positive correlation between affective commitment and service 
quality.  A similar relationship was noted between normative commitment and service quality. 
However, a negative relationship was found between continuance commitment and service 
quality although the correlation was not statistically significant. This implies that in an 
organisation where the level of affective commitment and normative commitment is high, the 
service quality will also be high and the level of continuance commitment will be low. 
 
Employees’ commitment to an organisation has increasingly become an important element in 
the success of organisations, as professional employees feel organisations shuffle them with 
short-term views of their value (Oxman and Smith, 2003:78). This perspective results in a loss 
of loyalty and commitment to their employers and a professional identity crisis, thereby 
compromising the levels of productivity. Employees have to believe in their leaders in order to 
commit (Loup and Koller, 2005:78) and there is a social exchange between the organisation and 
the employee (Slattery and Selvarajan, 2005:66). A meta-analysis of the organisational 
commitment literature confirmed that personal characteristics and leader–follower relations 
were significant antecedents of commitment (Mathieu and Zajac, 1990:177). There is also 
considerable evidence to support the view that there is a positive relationship between 
supervisory conduct, perceived organisational support, and subsequent commitment 
(Eisenberger, Stinglhamber, Vandenberghe, Sucharski and Rhoades, 2002:569). 
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4.7 ORGANISATIONAL COMMITMENT AND EI 
Boselie and van der Wiele (2002:32) argue that leadership and supervision might contribute to 
service quality if managers are responsive to employees’ questions and concerns and provide 
them with the information necessary to promote high quality service. In a related argument by 
Mukherjee and Malhotra (2006:451), it is contended that considerate superiors are also essential 
for enhancing organisational commitment of the frontline staff, thus aligning the employees 
with the goals of the organisation, eventually leading to better service quality of the service 
employees. This is in agreement with a recent study of Fatt, Khin and Heng (2010:58) who 
maintain that committed employees are more likely to perform beyond the call of duty to meet 
customers’ needs and will be highly motivated to work to the best of their ability.  
 
In a recent assessment of the relationship between EI and organisational commitment of 
employees in tax affairs offices in Iran, Sarboland (2012:5165) found a significant relationship 
between EI with its clusters and dimensions (see section 2.4) and organisational commitment. 
However, the intensity of the relationship between the different clusters and dimensions of EI 
and organisational commitment was different. Likewise, in a study by Tabouli (2013) carried 
out at Kerman University, the results of the study indicated that there is a positive relationship 
between EI and organisational commitment. The findings were consistent with those of 
Nikolaou and Tsaousis (2002:331), Carmeli (2003:795), and Abraham (2000:171) who found 
that high EI is related to high levels of employees’ organisational commitment. 
 
In a study by Humphreys et al. (2005:120), a significant correlation was found between EI, 
emotional coping ability, and organisational commitment. Humphreys et al.’s (2005:120) study 
found that emotional intellect served as a moderating variable between coping abilities and 
commitment. They also determined that workers who exhibited higher emotional coping 
abilities were more committed when EI was high, rather than low. In a study by Nikolaou and 
Tsaousis, (2002:327) a positive correlation was also found between EI and organisational 
commitment in the workplace, suggesting a new role for EI as a determinant of employee 
loyalty and commitment to the organisation. 
 
Sharma (2005:56) conducted a study on the relationship between EI and organisational 
commitment, using executives working in manufacturing and service sectors with at least 10 
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years of service. The findings revealed that employees who are emotionally intelligent are 
capable of finding themselves more concerned with the organisation as their emotions become 
pacified in the working environment, which makes them more committed. The research also 
found that emotionally intelligent employees show their concern for the organisation by 
discharging their duties with responsibility and keeping their spirits high, even in the critical 
times (Sharma, 2005:60). 
 
Abraham (1999:440) posited that EI has connections to group performance and cohesiveness, as 
well as to individuals’ performance and commitment. This implies that leaders with high levels 
of EI will be more adept at nurturing positive interactions between employees. This will foster 
more co-operation (Barsade, 2002:653), co-ordination (Sy, Cote and Saavedra, 2005:298), and 
organisational citizenship behaviours that contribute to improved performance (Wong and Law, 
2002: 2555). Organisational leaders with higher EI, in concert with a supportive organisational 
climate, it is believed, may have an effect on the relationships in the work setting, which, in 
turn, positively influences employee organisational commitment (Cherniss, 2001:7).  Ashforth 
and Humphrey (1995:101) claimed that people are motivated by the extent to which they are 
connected emotionally to their work, and the extent to which the work provides them with 
experiences such as joy, excitement, surprise, and frustration. Therefore, a leader with higher EI 
would be more skilled at creating a positive work experience and fostering affective emotions. 
This has been shown to lead to improved follower organisational commitment. However, there 
is a paucity of research examining the relationship between leaders’ EI and followers’ 
organisational commitment in the hotel industry, which is one of the focus areas of the current 
research. 
 
4.8 SUMMARY 
Organisational commitment has been studied extensively over the last decade because of the 
belief that committed employees result in high organisational performance. Various 
organisational commitment models have been advanced over the years from the side-bet 
typology to the current multi-dimensional typologies, in order to understand organisational 
commitment in an organisation. Of the various organisational commitment models advanced, 
the Meyer and Allen (1990, 1993, and 1997) multi-dimensional model has emerged as the pre-
eminent multi-dimensional model used by most academic researchers (Jairos, 2009).  Numerous 
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studies have been conducted using Meyer and Allen’s (1990, 1993, and 1997) multi-
dimensional model to show the role of organisational commitment and how it affects followers 
at the workplace.  
 
Compared to the plethora of literature pertaining to organisational commitment, there is a very 
little research that examines the relationship between leaders’ EI and followers’ organisational 
commitment. Furthermore, the issue of organisational commitment in the hospitality industry 
has received little attention, specifically regarding how followers’ organisational commitment is 
related to hospitality leaders’ EI. In studies discussed in this chapter, EI is concomitant with 
work satisfaction, increased ability to deal with stress, and stronger organisational commitment 
among others (Carmeli, 2003).  Several studies that have been discussed, have established a 
positive relationship between EI and organisational commitment. Also they concur that EI has a 
weighty impact on one’s personal and professional success in life compared with cognitive 
intelligence. EI and organisational commitment are interconnected for employees in the work 
environment. EI is important as it is related to satisfaction, performance, and retention (Law et 
al., 2004), while organisational commitment is associated with whether and for what reason 
individuals stay with the organisation (Meyer and Allen, 1997). In this study, the overarching 
objective was to establish the relationship between leaders’ EI and followers’ organisational 
commitment. In the next chapter, the research design and methodology is presented. 
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CHAPTER 5 
RESEARCH DESIGN AND METHODOLOGY 
	  
5.1 INTRODUCTION 
The features and purpose of research revolve around the idea that research entails a process of 
thorough and rigorous inquiry and investigation, which is systematic and methodical in nature, 
and is aimed at fulfilling the quest for knowledge (Collis and Hussey, 2009:1; Cooper and 
Schindler, 2008:13; Saunders, Lewis and Thornhill, 2009:5). Leedy (1993:11) asserts that 
effective research cannot take place without a systematic and objective quest for the discovery 
of the meaning of data.  Therefore, for research to be effective it needs to be systematic in its 
approach; in other words, it needs to be planned organised, objective and focused on a goal-
orientated scientific inquiry or investigation into a specific problem that needs a solution. 
Within this context, the purpose of this research was to investigate the relationship between 
leaders’ EI and followers’ motivational behaviour and organisational commitment in South 
African hotel groups. The systematic approach in research will be discussed in terms of the 
research design and methodology of this study.  
 
The research design is the blueprint or the general plan of how the researcher goes about 
answering the research question(s) in fulfilling research objectives and answering the questions 
of what, why, how, when, where, and who (Cooper and Schindler, 2008:711; Verhoeven, 
2011:41). The starting point in research design is to determine the research framework. The 
methodology, on the other hand, is the theory of how research should be undertaken, including 
the theoretical and philosophical assumptions upon which research is based and implications of 
these for the method or methods adopted (Saunders, Lewis and Thornhill, 2009:595). The 
research methodology is the overall approach to the entire research process encompassing a 
body of methods (Collis and Hussey, 2009:11; Creswell 2014:6). The methodology is 
influenced by the research problem, the assumptions used in the research and the way the 
researcher defines the research problem. In short, the researcher’s methodological and method 
choices form the design framework for the research study. 
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In terms of what was to be researched in this study, the primary objective was to identify, 
investigate and empirically test the possible relationships between leaders’ EI and followers’ 
motivational behaviour and organisational commitment in the hotel industry in selected hotel 
groups in South Africa. A full exposition of “what is to be researched” has been addressed in 
Chapter 1 together with the rationale, addressing “why this study has taken place”. To achieve 
the primary objective, the hypotheses as stated in Chapter 1 and section 2.5.2 will be tested and 
restated as research questions and sub-questions in the relevant sections of this chapter. 
 
The purpose of this chapter is, therefore, twofold.  First, it is to describe the research design and 
methodology followed in this study. In doing so, the research questions pertaining to the how, 
when, where, and who questions will be addressed. Secondly, the purpose is to critically 
evaluate the research methodology adopted in this study against the criteria or fundamental 
principles of scientific research. The question of “how the research was done” is addressed in 
section 5.2 where the philosophical foundations of the research are addressed, emphasising the 
assumptions of the post-positivism perspective adopted in this study. “Where the research was 
done” and “who the participants were” is explained in section 5.3. The participants are 
discussed in terms of the population studied, the sampling unit of analysis and unit of 
observation including the sample size. The instruments used in the research are explained in 
section 5.3 and quality perspectives are detailed in section 5.4. “When” the research was done 
and “how” the data was collected and analysed is detailed in section 5.5 and 5.6 respectively. 
Lastly, ethical considerations in the study are presented in section 5.7. 
 
5.2 PARADIGM AND RESEARCH DESIGN 
Research is characterised by Wolf (1993:16) as a way of knowing. The question of what counts 
as knowledge and how it is acquired forms the basis of fundamental philosophical issues. The 
research philosophy relates to the development of knowledge and the nature of that knowledge 
(Saunders et al., 2009:107). In an attempt to understand what knowledge is, it is important to 
first define what a paradigm is. According to Shtarkshall (2004:2), the concept of paradigm 
connotes the ideas of a mental picture, mentor or pattern of thought. Kuhn (1962; 1970), who is 
known for coining the term, describes a paradigm as the underlying assumptions and intellectual 
structure upon which any research and development in a field of inquiry is based. It is thus a 
framework within which theories are built and fundamentally connotes an individual’s view of 
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the world that determines their perspective. The framework is guided by a set of beliefs and 
feelings about the world and how it should be understood and studied (Saunders, Lewis and 
Thornhill, 2009:107). A paradigm influences the personal behaviour, professional practice and 
the ultimate position the researcher takes with regard to the subject of the research. A paradigm, 
according to Denzin and Lincoln (2005:118), is based on three categories or common sets of 
assumptions, namely ontology, epistemology and methodology. Lincoln and Guba (2000) 
identify two further categories of assumptions, namely causality and axiology. Each of these 
common assumptions will be highlighted in Table 5.1.  However, in mapping the paradigm that 
guides this study, it is necessary to allude briefly to different research paradigms in general prior 
to discussing the paradigm assumptions. 
 
A number of paradigms have emerged over the years. Although there is considerable blurring, 
two major paradigms, namely positivism and phenomenology/interpretivism, are dominant in 
social science research (Wildermuth, 1993:450). On one hand, the positivist paradigm defines 
scientific research as a systematic, controlled, empirical, amoral, public and critical 
investigation of natural phenomena guided by theory and hypotheses about the presumed 
relations among such phenomena (Kerlinger and Lee, 2000:14). This approach, according to 
Wildermuth (1993), assumes that reality is objective, transcending an individual's perspective, 
and is expressed in the observable statistical regularities of behaviour. 
Phenomenology/interpretivism, on the other hand, assumes that reality is subjective and socially 
constructed and that the way to understand this reality is to know what the actors know, see 
what they see, and understand what they understand (Wildermuth, 1993:450). The 
characteristics of the two dominant research paradigms are highlighted in Table 5.1 below. 
 
Table 5.1: The two dominant research paradigms 
Positivism 
 
Interpretivism  
Quantitative 
 
Qualitative 
Objectivist 
 
Subjectivist 
 
Scientific 
 
Humanistic 
Traditionalist 
 
Phenomenological 
Source: Collis and Hussey (2009: 58) 
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Wildermuth (1993) argues that the divergence between these two major research paradigms has 
led to a loss of faith in the two essentialist paradigms as the proper guide in the philosophy of 
science. This divergence, according to Wildermuth (1993:451), has led to what Patton (1980) 
refers to a paradigm of choice, while Hirschheim (1985) calls it post-positivism, an approach 
that advocates methodological pluralism. Post-positivism is a research paradigm that came into 
being as a result of the work done by Popper (1959), Bronowski (1956; 1978) and Kuhn (1959). 
According to the post-positivism paradigm, there is no such thing as one correct scientific 
method. Instead, the method to be applied in a particular study should be selected based on the 
research question being addressed.   
 
Given the difference in assumptions of research paradigms, how then can a researcher choose 
and argue for a proposed position effectively at the philosophical level of the research 
methodology? Perhaps the most useful way of choosing a paradigm to guide research is given 
by Gough (2000:9) who suggests that researchers should ask themselves what the purpose of the 
research is. The purpose of this study was to investigate the relationship between leader EI and 
follower motivational behaviour and organisational commitment in the hospitality industry in 
South Africa. This research purpose is concerned with the prevalence of negative motivational 
behaviours and lack of commitment by followers in hotels in South Africa and the relationship 
of these behaviours to the emotional intelligent behaviour exhibited by leaders. As such, the 
research purpose could be achieved by discerning the statistical regularities of these behaviours 
and counting the occurrences and measuring the extent of the behaviours.  Thus the post-
positivist research paradigm, which will be further elaborated on in the next section, in its 
critical realist form, was found to be the most appropriate for this study. 
 
5.2.1 Post-positivism paradigm 
According to Peterson (1992:183), most contemporary scholars acknowledge that the absolute 
distinction between subject and object, value and fact in the two major paradigms (positivism 
and interpretivism) cannot be sustained. This study is based on the post-positivism paradigm for 
a number of reasons, which will be discussed in the following sections on the post-positivism 
research paradigm assumptions.  The main reasons are that all observation is fallible and has 
error and that theory is revisable (Guba and Lincoln, 1994:105). In order to know reality with 
more certainty, the research process in this study was based on the position that leaders’ EI and 
followers’ motivational behaviour and organisational commitment exist independently of the 
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perceptions and theories about them (Phillips, 1987). In Table 5.2 below the post-positivism 
research paradigm assumptions applicable to the study are presented in comparison to the other 
two major paradigm assumptions. 
 
Table 5.2: Research paradigms and assumptions in management research 
Sources:   Researcher’s construction based on literature: Denscombe (2010:124-127); 
McGregor and Murnane (2010:410); Collis and Hussy (2009:58); Saunders et al., 
(2009:119); Guba and Lincoln (2000) 
 Positivism Post-positivism Phenomenology 
Ontology: 
The nature of 
reality  
External, objective and 
independent of social 
actors 
Objectivity and subjectivity. 
Critical realism “real” reality 
but only imperfectly and 
probabilistically 
apprehendable. 
Socially constructed, 
subjective, may change, 
multiple 
Epistemology: 
What 
constitutes 
valid 
knowledge? 
Only observable 
phenomena provide 
credible data, facts. 
Focus on causality and 
law like 
generalisations, 
reducing phenomena 
to simplest elements 
Modified dualist/ objectivist; 
critical 
traditional/community; 
findings probably true. 
Generalisability is on a case-
to-case basis. 
Subjective meanings 
and social phenomena. 
Focus on the details of 
the situation, a reality 
behind these details, 
subjective meanings 
motivating actions 
Axiology:         
The role of 
values and the 
part they play 
in research 
choices 
Research is undertaken 
in a value-free way, 
the researcher is 
independent of the 
data and maintains an 
objective stance 
Research is undertaken in a 
value-free way; the 
researcher is independent of 
the data and maintains an 
objective stance. 
Research is value 
bound, the researcher is 
part of what is being 
researched, cannot be 
separated and so will be 
subjective 
Methods 
Data collection 
and analysis 
techniques 
most often 
used 
Highly structured, 
large samples, 
measurement, 
quantitative, but can 
also use qualitative. 
Modified, 
experimental/manipulative; 
critical multiplism; 
falsification of hypotheses; 
quantitative and/or qualitative 
methods. Generalisation on a 
case-to-case basis with a 
focus on transferability.                                 
Small samples, in-depth 
investigation, 
qualitative. 
Causality A mechanical 
causality among social 
objects 
Real causes exist 
There are some lawful, 
reasonably stable 
relationships among social 
phenomena, these may be 
known imperfectly and causes 
are identifiable in a 
probabilistic sense that 
changes over time. 
Individuals’ interpretation of 
situations cause them to take 
certain actions 
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5.2.1.1 Ontological assumptions of the study 
Ontological assumptions are concerned with the nature of reality. The study was based on the 
post-positivism theoretical belief that there is an objective reality that exists independently of 
the perceptions and theories about them. Reality about the relationship between the independent 
variable (EI) and the dependent variables (motivational behaviour and organisational 
commitment) was assumed to exist independently of people’s perceptions and the theories that 
have been postulated about them. The relationships were assumed to have a real existence 
independent of any individual’s knowledge, and not always observable, but having an influence 
on people whether or not they wish this to be the case. Leaders’ EI was assumed to exist; 
however the relationship between leaders’ EI and followers’ motivational behaviour and 
organisational commitment was assumed to exist but not always predictable. The relationship 
was assumed to be probabilistic, but possibly imperfectly apprehendable because of the flawed 
human intellectual mechanisms and fundamentally intractable nature of phenomena (Guba and 
Lincoln, 1994). Thus, the researcher was aware of the fact that evidence established in this 
study could be imperfect and fallible. With this being so, the aim was to reject null hypotheses, 
not to prove them.  The study was also based on the assumption that the relationship between 
leaders’ EI and followers’ motivational behaviour and organisational commitment is complex 
and may not be revealed by the proposed measurements, as there could be hidden causes that 
have a potential impact or there could be multiple causes of relationships. Thus the researcher 
used interpretation. The theories in the conceptual framework were tested in terms of their 
relationships as tested. The results were compared to other results and evaluated in terms of 
their adequacy in explaining the findings. 
 
5.2.1.2 Epistemological assumption of the study 
Epistemological assumption is concerned with what is acceptable as valid knowledge. 
According to Descombe (2010:126), the real world can only be known via theories. The theory 
of EI, the theory of organisational commitment and the theory of motivational behaviour were 
used as starting points of the study. However, the theories were treated as an attempt to 
understand and predict reality. The assumption was that there is always the possibility that these 
theories might contain errors, and have room for improvement. This also confirmed the 
existence of hypothesised relationships as something separate from the theories through which 
they are understood. In order to ensure objectivity in the study, numeric measures were used in 
studying the EI of leaders, motivational behaviour and organisational commitment of followers. 
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Prominent research instruments, discussed in section 5.5.2, were used in the study and their 
reliability and validity were established before they were used. 
 
In order to facilitate apprehending reality as closely as possible, claims about relationships 
among the variables in the study were subjected to possible critical examination as 
recommended by Cook and Campbell (1979). The proposed relationships in the conceptual 
framework were investigated in literature. The theories and assumed relationships among the 
theories were presented at the 2010 South African Institute of Management Scientists 
conference for scrutiny by management scientists and the feedback was used to modify the 
conceptual framework. Furthermore, to facilitate apprehending reality as closely as possible, a 
number of research hypotheses were formulated based on the conceptual framework. The aim 
was to reject the null hypothesis until a point where there was failure to reject the null 
hypothesis, which would render findings that are probably true. According to Trochim (2006), 
theories that survive intense scrutiny have “survival value”, adaptive value and are probably as 
close as possible to being objective and understanding reality.  This was in agreement with the 
post-positivist assumption that knowledge accumulates by a process of accretion, with each 
probable fact serving as a kind of building block that when placed into proper niche, adds to the 
growing “edifice of knowledge” (Guba and Lincoln, 1994:114). 
 
5.2.1.3 Axiological assumptions 
Axiology is concerned with the role of values.  The assumption used in the study is that it is not 
possible to have a complete separation/distinction between the researcher and that which is 
being researched. However, objectivity was seen as a regulatory ideal. The researcher was 
detached and independent from what was researched, and maintained an objective stance.  None 
of the employees of the hotel groups included in the study were known to the researcher and 
they were all treated objectively in the study. This separation between the investigator and the 
subject of investigation was guaranteed through the use of scientific methods, which are 
explained in section 5.2.1.5 (Trochim, 2006; Krauss, 2005:1). The researcher exercised care in 
theorising and in the research itself and was critical of theoretical assertions and empirical 
justifications. 
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5.2.1.4 Causality 
Causality is concerned with cause and effect relationships (Cooper and Schindler, 2008:144). 
Knowledge, from this perspective, is believed to be gained through a search for regularities and 
causal relationships among components of the social world. In this study, relationships between 
variables were advanced and posed in terms of the following research questions: 
1. What is the relationship between the leaders’ EI and followers’ motivational behaviour?  
2. What is the relationship between leaders’ EI and followers’ organisational 
commitment? 
3. What is the relationship between leaders’ EI and selected demographical variables? 
4. What is the relationship between followers’ motivational behaviour and selected 
demographic variables? 
5. What is the relationship between followers’ organisational commitment and selected 
demographic variables? 
 
5.2.1.5 Methodology 
Methodological assumptions are concerned with how knowledge accumulates through the 
process of empirically testing theories. For the study to culminate in an accurate description of 
reality, scientific methods and rigorous empirical verification processes were employed. A 
scientific approach is a systematic, controlled, empirical, amoral, public and critical way of 
investigating natural phenomena which is guided by theory and hypothesis about the presumed 
relationships among the phenomena in the theoretical framework (Kerlinger and Lee, 2000:14). 
The theoretical framework is a collection of theories and models found in literature and a theory 
is a set of interrelated constructs (variables), definitions and propositions that present a 
systematic view of phenomena by specifying the relationships between the variables with the 
purpose of explaining natural phenomena (Collis and Hussey, 2009:118). The current study 
began with the theories of EI, motivational behaviour and organisational commitment which 
were put together in a theoretical framework, as shown in Chapter 1, section 1.5, and concepts 
were defined at both abstract and observational level. Literature was reviewed about the theories 
and data were collected from the hotels in the sample and used to support and refute the theories 
in the proposed theoretical framework.  Findings were then interpreted and the proposed 
conceptual framework amended to reflect the new insights gained in this study. In this way the 
proposed conceptual framework was modified in recognition of the tenet that it is possible for 
researchers to understand the world in an entirely objective and neutral way. Scientific methods 
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were used to enhance the exercise of control over the study procedure and to increase the ability 
to assess causality, which is a critical feature of post-positivism. Scientific methods refer to a 
standardised set of techniques for building scientific knowledge such as how to make valid 
observations, how to interpret results, and how to generalise those results (Leedy and Ormrod, 
2014:33). Scientific methods allowed the researcher to independently and impartially test pre-
existing theories and prior findings, and subject them to open debate, modifications, or 
enhancements allowing replication, precision, falsifiability and parsimony.  
 
The scientific methods included a variety of tools and techniques used to collect and analyse the 
empirical data. Data was collected by means of a survey method, and descriptive and inferential 
statistics were used for data analysis as detailed in section 5.4 and in Chapter 6. A survey is a 
measurement process used to collect data from a sample of people by using questionnaires 
(Cooper and Schindler, 2008:215; Zikmund, 2003:43). The survey method was employed in this 
study to collect quantitative data, which required the use of large samples so that the findings 
from the representative sample could be taken to be true for the entire population and so the 
envisioned statistical analysis could be undertaken (Collis and Hussey, 2009:76). The survey 
method was used because surveys are chiefly used in descriptive studies that have organisations 
as the units of analysis (all hotels in the sample) and people as units of observation (all 
employees of the selected hotels), and are probably the best method available to the social 
scientist interested in collecting original data for describing a population too large to observe 
directly. Another important reason why the survey method was used as a primary data 
collecting approach is its versatility. All types of abstract information on EI motivational 
behaviour and organisational commitment could be gathered by questioning participants with a 
few well-chosen statements; this yielded information that could have taken more time and effort 
to gather by observations (Cooper and Schindler, 2008:215).  Surveys were adopted as excellent 
vehicles for measuring attitude and orientations in a large population and it is believed to be the 
most popular strategy for collecting primary data in business and management research (Collis 
and Hussey, 2009:76; Cooper and Schindler, 2008:216; Zikmund, 2003:44). 
 
Quantitative data collection techniques were employed in the study. Quantitative data collection 
techniques are associated with any data collection method (such as the questionnaire) or data 
analysis procedure (such as graphs and statistics) that generates numerical data (Saunders et al., 
2009:151; Creswell, 2014; Johnson and Christensen, 2008). In this study, quantitative data was 
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collected where questionnaires were administered to a large sample of the hotel groups’ 
population as outlined in section 5.3.2. Quantitative data often consists of participant responses 
that are coded, categorised and reduced to numbers so that the data may be manipulated for 
statistical analysis (Cooper and Schindler, 2008:164). Quantitative data was most suitable for 
this study because, according to Creswell (2014:117), quantitative data is usually best when 
trying to determine relationships between two or more variables. In this study, the purpose was 
to ascertain the relationship between leader EI and follower motivational behaviour and 
organisational commitment and the quantitative technique would, according to Cooper and 
Schindler (2008:164), attempt precise measurement of the variables with a focus on 
descriptions, explanations and prediction. In a study of 200 social science research articles, 
Bryman (2006) found that structured interviews and questionnaires within a cross-sectional 
design tend to dominate quantitative studies. As a result, survey questionnaires within a cross-
sectional study were used for the current study.  
 
A cross-sectional study is conducted only once and reveals a snapshot of one point in time, 
(Cooper and Schindler, 2008:702; Saunders et al., 2009:155). A cross-sectional approach was 
used in this study where data was collected between the months of June and December 2012. 
Data was analysed and the results were then used to make deductions and explain relationships 
between the dependent variables (motivational behaviour and organisational commitment) and 
the independent variable (EI) and to produce a theoretical framework of those relationships as 
will be outlined in the results Chapter 6, section 6.5 (Saunders et al., 2009; Collis and Hussey, 
2009:66). The results, it is believed, will contribute to the development of knowledge with 
regard to the relationship among the variables given the dynamic and complex nature of the 
hospitality industry. Based on the findings, generalisations were made about the identified 
relationships among the researched variables in the hospitality industry in South Africa. The 
conventional benchmarks pertaining to research quality such as rigour, internal validity, 
external validity, and reliability were used as criteria for judging the goodness/quality of the 
data gathered in this research as detailed in section 5.4 .The next section will describe the 
participants in the study. 
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5.3 PARTICIPANTS 
In this section the questions of “where data was collected and from whom data was collected” 
will be discussed. In addition, the population studied, sampling, unit of analysis and the unit of 
observation will be explained. 
5.3.1 Population studied 
A population refers to any complete group or body of people, or any collection of items under 
consideration for the researcher purpose (Collis and Hussy, 2009:155; Zikmund, 2003:369). It is 
the total collection of elements about which the researchers need to make some inferences 
(Cooper and Schindler, 2008:374).  For the purpose of this study, the population included the 
top ten hotel groups in South Africa. 
 
5.3.2 Sampling, unit of analysis and unit of observation 
A sample can be defined as a subset of a population or group of participants who are carefully 
selected to represent a population (Cooper and Schindler, 2008:717; Neumann, 2006:219; Collis 
and Hussey, 2009:56).  A sample can be regarded as a small-scale representation; a kind of 
miniature model, of the population from which it was selected and in many respects resembles 
its population closely (Thomas, 2004:106). It is important to note that it is this resemblance that 
makes sampling important and so useful in the study of populations that are too large to survey 
in their entirety (Cooper and Schindler, 2008:402; Terre Blanche et al., 2006:133). 
 
When selecting a sampling method, there are two main categories to choose from, namely 
probability sampling and non-probability sampling. According to Zikmund (2003:379), 
probability sampling takes place when every member of the population has a known, non-zero 
chance of being selected; whereas non-probability sampling takes place when personal 
judgment or convenience forms the basis for selection (Zikmund, 2003:380).  In this study the 
non-probability purposive sampling method was applied in choosing the hotel groups in South 
Africa. According to Saunders et al. (2009:237), purposive sampling enables researchers to use 
their own judgment to select cases that will best enable answering the research question(s).  In 
this study purposive sampling was used to select units of analysis that were particularly 
important to answering the research questions. Neuman (2006:222) recommends purposive 
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sampling when the researcher wants to provide an illustration of what is “typical”.  In this study 
the selected hotel groups would be used to illustrate the relationships between the variables in 
the study. EI, motivation behaviour and organisational commitment are very intricate issues in 
work environments and as such, only hotel groups with a business relationship with Stenden 
University, employer of the researcher, were included in this study as the sampling unit. 
The sampling unit is a single element or group of elements that are subjected to being selected 
in the sample (Zikmund, 2003:375).  The sampling unit or unit of analysis is the case to which 
the variables under study and the research problem refer, and about which data is collected and 
analysed (Collis and Hussey, 2003:121; Zikmund, 2003:262). For the purpose of this study, four 
hotel groups out of the ten most recommended hotel groups on the Hotel Accommodation 
Guide for South Africa website (2012) were identified and selected as the sampling unit. 
According to this guide, the most recommended hotel groups in South Africa are: City Lodge, 
Sun International, Southern Sun (Tsogo Sun), Three Cities, Legacy hotels, Last word hotels, 
Relais and Chateaux hotels, Mantis collection, Liz McGrath collection, and Protea hotels. Taal 
(2012) concurs that the South African hotel groups Tsogo Sun and Sun International are part of 
the dominant groups. In selecting the hotels for this study, the researcher identified four-star and 
five-star hotels in three selected provinces (Eastern Cape, Gauteng and Western Cape) that have 
a business relationship with Stenden University. In total there were 22 hotels in the four hotel 
groups. The researcher was able to obtain full permission to collect the data required from 13 of 
the 22 hotels in the sample. Table 5.3 provides details of the hotels used in the study – their 
location, their star grading and the approximate number of fulltime employees as provided by 
the hotel. In the study, the researcher intended to use at least two hotels from each of the three 
provinces. In the hotel group coded as 1, one hotel was used in Gauteng (E) as the hotel group 
has only one four/five-star hotel in that province. Hotels A and B were from the Western Cape 
while C and D were from the Eastern Cape. In hotel group 2, the researcher used two hotels in 
Gauteng (A and B) and one in the Eastern Cape (C). In hotel group 3, the researcher used one 
hotel in Eastern Cape (A) and one in the Western Cape (B). In hotel group 4, three four/five-star 
hotels in the Western Cape (A, B, and C) were used. 
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Table 5.3: Hotels used in this study  
Hotel group Hotel Location Hotel 
grading 
Approximate 
no. of followers  
Approximate 
no. of leaders  
1. (NB The hotel group 
has only one hotel in 
Gauteng province) 
A WC 5 78 15 
B WC 4 35 10 
C EC 4 28 10 
D EC 4 30 8 
E Gauteng 4 20 8 
2. (NB Permission was 
obtained from Gauteng 
and EC) 
A Gauteng 4 160 18 
B Gauteng 4 120 16 
C EC 4 120 16 
3. (NB Permission was 
obtained from EC and 
WC) 
A EC 4 90 14 
B WC 5 220 21 
4. (NB The hotel group 
has hotels in WC only) 
A WC 5 10 2 
B WC 5 10 2 
C WC 5 10 2 
TOTAL = 4 hotel groups 13 
hotels 
3 
Provinc
es 
4 and 5 
star 
931 142 
 
The unit of observation included all the leaders and their followers from the selected hotels who 
could read and write in English and who were full-time employees and representative of all the 
departments of the hotels, male and female, and from all age groups. 
 
Leaders were identified as all individuals in formal management positions who supervised at 
least one employee. These included first-line managers, such as room service manager, 
restaurant manager, personnel manager, catering sales manager, banquet manager, controller 
and beverage manager. Middle managers included the Human Resources (HR) manager, 
security manager, food and beverage manager, marketing and sales manager, rooms division 
manager and chief controller. Top managers included the HR director, director controller, 
security director, food and beverage director, sales and marketing director. All the leaders in the 
selected hotel groups were selected for the study. Followers were identified as those individuals 
reporting to the leaders who were identified as leader participants in this study. All the followers 
of the leaders in the selected hotel groups were selected for the study.  
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5.3.3 Determination of unit of observation size  
Large samples are often used to conduct statistical analysis in quantitative researches (Collis 
and Hussey, 2009: 56), and the larger the sample, the more the likelihood that the results can be 
taken to be true for the whole population. According to Hair, Anderson, Tatham, Black and 
Babin (2006:605), although there is no correct sample size, 100 to 200 are the recommended 
sample sizes with 200 being the proposed critical sample size. More specifically, Hair et al. 
(2006:113) advise that a researcher should strive for between five and ten observations per item, 
with an absolute minimal sample size of 50 observations. Gorsuch (1983) agrees with Hair et al.  
(2006:113) on five observations per item. However, Gorsuch (1983) recommends a minimum of 
100 responses, regardless of the number of items. Cattel (1978), on the other hand, recommends 
three to six observations per item, with a minimum of 250 responses. Leedy and Ormrod 
(2010:221) state that for small populations (N<100), there is little point in sampling. Instead, the 
entire population should be included in the survey. On the other hand, if the population size is 
around 500, then 50 per cent of the population should be sampled (Leedy and Ormrod, 
2010:221). It can be seen that the aforementioned authors do not agree how small or large a 
sample size should be.  In this study the sample size guideline using Hair et al. (2006:113) was 
used to determine the size of the minimum and maximum number of participants or 
observations for the unit of observation. Accordingly a minimum of five observations per item 
and a maximum of ten observations per item were used as a guide in this research. 
 
For the purpose of this study, the ESCI 3.0 instrument for measuring EI was used as the basis as 
it consists of the most number of items, namely 68.  Accordingly the minimum number of 
respondents was determined as follows: 5 observations * 68 variables (items) in the ESCI 3.0 
questionnaire = 340 respondents. The maximum number was determined as follows: 10 
observations * 68 variables (items) in the ESCI 3.0 questionnaire = 680 respondents. All 
follower participants also completed the ESCI 3.0 instrument, which measures EI, as well as the 
MSI instrument (30 items) which measures the sources of motivation, and the OCS research 
instrument (18 items), measuring organisational commitment. Thus the minimum number of 
participants remained at 340 respondents and the maximum number was 680 respondents. 
Another option of determining the minimum number of follower participants would be to add 
all the items in the questionnaire, the number of items from the three research instruments. As 
such the minimum number of participants would be calculated as 116 items * 5 = 580 
respondents. However, the responses from the two groups of respondents provided a 
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comprehensive 360-degree assessment of the leader’s EI. Thus the sample size was deemed 
adequate for generalisations about the represented population. As seen in Table 5.3 there was a 
sufficient minimum number of both leaders and followers respondents in this study 
(approximately 931). All leaders and followers in the selected hotels were targeted to participate 
in the study. In the next section, quality perspectives are outlined.  
5.4 QUALITY PERSPECTIVES 
To evaluate the quality of the measurement procedure in this study, two most important and 
fundamental characteristics for evaluating quality were employed, namely validity and 
reliability. Creswell (2014:157) asserts that in any study the researcher should establish the 
validity and reliability of the measuring instruments before assessing the strength of the 
relationships in the empirical model. In the following section, the nature of these qualities and 
how the researcher achieved them in the study will be outlined. 
5.4.1 Reliability 
Reliability is concerned with the extent to which a questionnaire, test, observation or any 
measurement procedure would produce the same results on repeated trial (Bryman, 2012:55; 
Collis and Hussey, 2009: 64; Cooper and Schindler, 2008:288; Punch, 2005: 95). There are 
three aspects of reliability, which are considered in most studies, namely equivalence, stability 
and internal consistency. Equivalence refers to the amount of agreement between two or more 
instruments that are administered at nearly the same point in time. Stability occurs when similar 
scores are obtained repeatedly with the same group of respondents through test and retest. This 
is when the scores are consistent from one time to another. In this study, as the survey method 
was employed, stability and equivalence measurements were difficult and hence not executed. 
However, as the instruments that were used are well-established instruments, test and retest 
scores were considered for stability before the instruments were used. 
 
Internal consistency is concerned with the extent to which items on the research instrument are 
measuring the same things.  In this study Cronbach’s alpha coefficients were used to assess the 
internal consistency of the measuring instruments. Cronbach’s alpha is a type of reliability 
estimate or coefficient of internal consistency (Cooper and Schindler, 2008:322), which is based 
on the average correlation of variables within a specific set of items measuring a variable. 
Cronbach’s alpha reliability coefficient normally ranges between 0 and 1. Interestingly, there is 
actually no lower limit to the coefficient; however, the closer the coefficient is to 1.0 the greater 
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the internal consistency of the items in the scale.  Researchers generally agree that Cronbach’s 
alpha reliability coefficients of less than 0.50 are deemed to be unacceptable, those between 
0.50 and 0.60 are regarded as questionable, and those above 0.70 as acceptable (George and 
Mallery, 2003:231; Nunnally, 1978). Researchers agree that Cronbach’s alpha coefficient scores 
of greater than 0.80 are good (George and Mallery, 2003; Bernardi, 1994:767; Sekaran, 
1992:284, 287) and those above 0.9 are regarded as excellent (George and Mallery, 2003:231).  
In other words the following rules of thumb were considered: “->0.9–excellent, ->0.8–good,  
->0.7–acceptable, ->0.6– questionable, ->0.5–poor, and -< 0.5–unacceptable”. In this study, the 
agreed lower limit for the Cronbach-alpha coefficient was 0.7. 
 
The reliability of the research instruments used in this study (ESCI 3.0, MSI, and OCS) will be 
discussed in section 5.5.1.1, section 5.5.1.2, and section 5.5.1.3, respectively. 
5.4.2 Validity 
Validity of a measure refers to the extent to which the research findings accurately represent 
what the measuring instrument claims to measure (Creswell, 2014:267; Bryman, 2012:57; 
Collis and Hussey, 2009: 64; Cooper and Schindler, 2008:289; Punch, 2005: 97). This means 
that a research instrument is valid if it measures what the researcher claims it does (Collis and 
Hussey, 2009: 64-65). Thus, for a research instrument to be valid it should measure the extent to 
which the approach or procedure gives the correct answer (allowing the researcher to measure 
or evaluate an objective reality). Hair et al. (2006:584) define validity as the ability of a 
construct’s indicators to measure accurately the concept under investigation in the study. This 
definition indicates that validity is determined to a great extent by the researcher, because the 
original definition of the construct (or concept) is proposed by the researcher and must be 
matched to the selected indicators or measures. These conceptualisations of validity highlight 
that the theory and evidence of the research should support the interpretation of the test scores 
entailed by proposed uses of the tests. The foregoing suggests that validity hinges on the extent 
to which the conclusions of a research project correspond with reality. 
 
There are different forms of validity and the number expands as the concern for more scientific 
measurement grows (Leedy and Ormrod, 2010; Cooper and Schindler, 2008:289; Cohen, 
Manion and Morrison, 2008). However, the most important form of validity in business 
research according to Collis and Hussey (2009:65) is construct validity.   Construct validity 
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refers to whether the operational definition of a variable actually reflects the theoretical 
meanings of the concept (Walden, 2012).  Construct validity explores whether the questionnaire 
is appropriate for the research study being performed and whether the empirical evidence 
generated by a measure is consistent with the theoretical logic about the concepts (Zikmund, 
2003:303). Construct validity may assist in determining relationships and correlations between 
variables based on the underlying theory (Cone and Foster, 2004).  
 
A measuring instrument is considered to exhibit construct validity if the scale has both 
convergent and discriminant validity (Cooper and Schindler, 2008:320; Venter, 2003:248). 
Convergent validity refers to the degree to which scores on one scale correlate with scores on 
other scales designed to assess the same variable. If a known measure of a variable exists, one 
might correlate the results obtained using the known measure with those derived from the new 
measure, thus providing indications of convergent validity (Cooper and Schindler, 2008:320). 
On the other hand, discriminant validity refers to the degree to which scores on a scale do not 
correlate with scores from scales designed to measure different constructs. Establishing the 
discriminant validity of a measuring instrument will determine the extent to which each 
construct is separated or distinct from other constructs in the theory or related theories (Cooper 
and Schindler, 2008:320). 
 
A number of methods can be employed to measure construct validity in a study. These methods 
include judgmental methods, correlation of proposed test with established one(s), convergent-
discriminant techniques, factor analysis and multitrait-multimethod analysis (Cooper and 
Schindler, 2008:290). In the current study, factor analysis was considered to determine the 
validity of the instrument. More specifically, a confirmatory factor analysis, which has been 
used to assess discriminant validity by many researchers and is also applied to test hypotheses 
with various models, was also used in the study (Cooper and Schindler, 2008:290; Han, 2006). 
According to Hair et al. (1998), factor loadings greater than ±0.3 are considered to meet 
minimal level; loadings of ±0.4 are considered more important; and factor loadings of ±0.5 or 
greater are considered to be practically significant. However, Hair et al. (1998) recommend 
factor-loading value to be based on sample size as depicted in Table 5.4 below. Based on Hair 
et al.’s (1998) recommendations the 0.3 factor loading was considered to be significant as the 
sample size was greater than 350. 
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The validity of the research instruments used in this study (ESCI 3.0, MSI, and OCS) will be 
discussed in section 5.5.1.1, section 5.5.1.2, and section 5.5.1.3, respectively. 
Table 5.4: Guidelines for identifying significant factor loadings based on sample size 
Factor loadings Sample size needed for significance 
0.3 350 
0.35 250 
0.4 200 
0.45 150 
0.5 120 
0.55 100 
0.6 85 
0.65 70 
0.7 60 
0.75 50 
Source: Hair et al. (2009) 
5.5 DATA COLLECTION 
In order to address the question “how the data was collected”, the data collection process will be 
explained in terms of the actual steps that were followed.  The instruments that were used in 
data collection will also be discussed in terms of structure, reliability and validity.  
5.5.1 Data collection process 
Permission was sort by the researcher from management of the selected hotels to conduct 
research in their hotels The necessary arrangements were made with the selected hotels in South 
Africa via their general managers for the data collection. Senior management assisted in 
identifying all the leaders (direct managers) assumed to influence the motivational behaviour 
and organisational commitment of the followers. Lists were prepared reflecting the leader and 
his/her followers. Data collection sessions were arranged by senior management and took place 
in approximately one to three days per hotel and data was collected from all participants at an 
approximate rate of two to three departments per day depending on the size of the departments 
in the hotel. At the beginning of each data collection session, the researcher gave verbal 
information (Appendix A and B) to participants outlining the purpose of the research. 
Participants indicated on the informed consent section of the questionnaire whether they were 
willing to participate in the research. 
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The two questionnaires were distributed to both leaders and followers in envelopes, containing 
the identified dyads (leader survey to leaders in Appendix B and follower survey to followers in 
Appendix A). Participants were requested by the researcher to voluntarily complete the 
questionnaires during the data collection session, in the presence of the researcher. After 
completion,  all the questionnaires related to a particular leader were inserted into one envelope, 
which was then sealed. The sealed envelopes were coded using codes known only to the 
researcher and were dropped in boxes. The boxes were then sealed at the end of the data 
collection sessions and transported to the researcher’s work place for processing. The Human 
Research Ethics Committee in the Department of Management at Rhodes University approved 
the research before data was collected and analysed (see Appendix H). Figure 5.1 provides a 
summary of the main steps that were taken in the data collection process until the data was 
analysed. 
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1. The researcher proposed to 
undertake the research on the influence 
of leaders’ EI on followers’ motivational 
behaviour and organisation commitment 
in the hotel industry. Possibilities were 
discussed with colleagues in terms of 
hotel groups to use and the 
appropriateness of the hotels and their 
relationship with the university.  
4. Formal applications were 
sent to the selected hotel 
groups outlining the details 
of the research and how 
the group would benefit 
from the research if they 
participated. 
	  
5. Meetings were arranged with the HR 
Directors/managers of the hotel groups to discuss the 
details and the implications. Meetings were held and 
the agreement was that each of the hotel group 
representatives would discuss with the relevant general 
managers and would email the researcher the final 
decisions after discussions with the various GMs of the 
various properties in the groups. 
6. The researcher emailed 
copies of the formal 
application to the Group 
representatives for 
discussion with the 
general managers of the 
different properties within 
the groups.  
8. Meetings were held between 
the researcher and the 
appointed facilitators to discuss 
details regarding the research 
and contents of the 
questionnaires and how the data 
would be collected including the 
timelines and the costs involved. 
9. Survey packages as well as the 
boxes for data collection were 
taken to the various hotels for 
data collection by the researcher. 
The researcher administered the 
questionnaires with the help of 
management in all of the 
participating hotels. 
2. Four hotel groups 
were selected from a list 
of ten found on a 
reputable source 
because of their 
characteristics and 
business relationship 
with Stenden University 
where the researcher 
works.  
7. After a series of 
discussions, 13 hotels 
agreed to participate in the 
research out of 22 hotels in 
the 4 selected hotel groups.  
10. All participants responded to the 
questionnaire on a voluntary basis and placed 
their surveys in anonymous envelopes 
(provided), which were then sealed, for their 
specific leader at the end of the session, which 
were dropped in boxes that were also sealed at 
the end of the data collection session. 
11. The data from each questionnaire was captured in Microsoft Excel and then analysed using SPSS. 
3. The researcher 
applied for 
permission to the 
Human Research 
Ethics committee 
and the 
permission was 
granted. 
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5.5.2   Questionnaires 
Two questionnaires were used to achieve the objectives of this research. The first questionnaire 
(see Appendix A) was aimed at the followers and was comprised of the following four sections:  
• Section A referred to the biographical data such as age, gender, race, highest level of 
education, and how long they have worked with their leader. 
• Section B contained the ESCI 3.0 research instrument (360 degree survey version) as 
explained in section 5.5.2.1.  
• Section C contained the MSI research instrument as explained in section 5.5.2.2. 
• Section D contained the organisational commitment research instrument as explained in 
section 5.5.2.3.  
The second questionnaire (see Appendix B) aimed at the leaders, as detailed in section 5.2, and 
consisted of two sections, namely: 
• Section A contained the biographical data of the respondents such as age, gender, race, 
highest level of education, and how long they have worked in the leadership position. 
• Section B contained the ESCI 3.0 research instrument (self-version) as detailed below in 
section 5.5.2.1. 
In the following sections the structure, reliability and validity of the research instruments 
included in the two questionnaires will be explained. 
 
5.5.2.1 The ESCI 3.0 by the Hay Group 
The ESCI 3.0 is the newly updated version of the well-known EI Inventory. The ESCI 3.0 
consisted of four clusters, namely self-awareness, self-management, social awareness, and 
relationship management (Boyatzis, 2007).  As shown in Table 5.5, each cluster consists of a 
number of dimensions, totalling 12 dimensions overall in this research instrument.  The 
dimensions consist of a number of items ranging between five to six items per dimension, as 
shown in Table 5.5. In total there were 68 items in this research instrument.   The two versions 
of the ESCI 3.0 research instrument, namely the “self-version” and  “360 degree survey 
version” contain the same statements phrased slightly differently so as to solicit an appropriate 
response from the leader (self-version) and from the followers (360 degree survey version). The 
ESCI 3.0 is a 360 degree assessment instrument in which the leaders complete the “self-
version” of the assessment with regard to their perception of their own EI (refer to Section B in 
Appendix B) over the past year or months. The follower participants completed the ESCI 3.0 
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“360 degree survey version” providing their perception of their leader’s EI based on how they 
have behaved over the past year or months (refer to Section B in Appendix A. The responses 
from the two groups of respondents provided a comprehensive 360-degree assessment of the 
leader’s EI.  
Table 5.5:  ESCI 3.0 – EI clusters, dimensions and items 
 Clusters Dimensions No. of items 
1 Self-awareness -  Emotional self-awareness 5 
2 Self-management - Achievement orientation 5 
  - Adaptability 6 
  - Emotional self-control 6 
  -  Positive outlook 6 
3 Social awareness -   Empathy 5 
  -  Organisational awareness 5 
4 Relationship management -  Conflict management 5 
  -  Coach and mentor 6 
  -  Influence 6 
  -  Inspirational leadership 5 
  -  Teamwork 6 
Total 4 12 68 
Source: Researcher’s construction based on the ESCI-3.0 instrument 
 
For the purpose of this study, all the statements (items) were linked to a five-point Likert-type 
interval scale with 1 representing “strongly disagree” and 5 representing a “strongly agree” 
response. Follower participants were requested to report on their experiences with their leaders 
on specified work-related behaviours over the past year or months, while leader participants 
were asked what they thought about how they had behaved over the past year or months. All 
participants were asked to use the scale provided to indicate the extent to which they agreed or 
disagreed with each of the statements by making a cross (x) in the appropriate block as 
requested. The researcher is the Hay Group-accredited EI assessor (Appendix I) and had written 
permission from the Hay Group to use the ESCI 3.0 instrument, at no cost for research purposes 
only (Appendix G. 
e) Reliability scores of the ESCI 3.0 research instrument 
The Hay Group, using a sample of United States (US) and United Kingdom (UK) raters, piloted 
the ESCI 3.0. The participants in one pilot study totalled 116 (79 from the US and 37 from the 
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UK) and in another pilot study 1022 raters (810 from the US and 212 from the UK) (Boyatzis, 
2007).  The two pilot studies reaffirmed that the ESCI 3.0 measures the EI, which contributes to 
emotionally and socially effective performance. The psychometric standards achieved in the 
statistical analyses of the pilot study provided reassurance that the ESCI 3.0 focuses on 
competencies, and the relationship between them, that are observable, recognisable and distinct 
(Boyatzis, 2007). The Cronbach’s alpha reliability coefficients scores for the ESCI 3.0 
competency variables, based on previous research, are shown in Table 5.6.  According to 
Boyatzis and McKee (2007:6), the Cronbach’s alpha reliability coefficients for achievement 
orientation, adaptability, positive outlook, empathy, organisational awareness, influence, and 
inspirational leadership can be considered as being acceptable with scores ranging between 0.74 
and 0.79 while emotional self-awareness, emotional self-control, conflict management, coach 
and mentor, and teamwork, can be considered as being good with scores ranging between 0.80 
and 0.87.  Scores in other studies were even higher than those of the Hay Group as shown in 
Table 5.6. These scores indicate that the reliability of the instrument is high. 
 
Table 5.6: Cronbach’s alpha reliability scores for the ESCI 3.0 competency dimensions 
ESCI 3.0 competency 
dimensions 
Hay Group 2010 Ruestow 2008 Hay Group 2011 
Emotional self-awareness 0.83 0.86 0.83 
Achievement orientation 0.74 0.79 0.86 
Adaptability 0.76 0.85 0.85 
Emotional self-control 0.80 0.93 0.91 
Positive outlook 0.76 0.73 0.88 
Empathy 0.79 0.92 0.86 
Organisational awareness 0.76 0.76 0.86 
Conflict management 0.84 0.82 0.79 
Coach and mentor 0.83 0.86 0.92 
Influence 0.74 0.64 0.84 
Inspirational leadership 0.79 0.90 0.89 
Teamwork 0.87 0.82 0.89 
Source: Hay Group (2011, 2010); Ruestow (2008:80) 
 
No specific test-retest reliability studies have been done for the ESCI 3.0 instrument since 
participants who undertake the ESCI 3.0 on two occasions typically undertake some form of 
development activity between assessments and would therefore anticipate a change in their 
scores over time (Hay Group, 2011). 
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f) Validity of the ESCI 3.0 instrument 
According to Hay Group (2007:10), a principal axis exploratory factor analysis of the research 
instrument with promax rotation showed the factor analytic properties of the ESCI 3.0 
instrument to be outstanding and that the factor analytic properties of the instrument are valid.  
The exploratory factor analysis of ESCI 3.0 “360 degree survey version” by Boyatzis and 
Gaskin (2010) (n ~ 24,297) indicated that the instrument had 10 factors with eigenvalues greater 
than 1. Some 13 factors were rotated: 28.6, 6, 2.8, 2.2, 2.0, 1.6, 1.5, 1.2, 1.1, 1.0, 1.0, 0.9, 0.8, 
and 0.8. The factors accounted for 68 per cent of the cumulative variance. The pattern matrix 
revealed that items loaded onto 11 separate factors; with an additional factor composed of 
double loadings of many of the reverse scored items and an additional factor composed several 
items from the influence scale. The exploratory factor analysis of ESCI 3.0 “self-version” by 
Boyatzis and Gaskin (2010) (n ~ 4,414) indicated that the instrument eigenvalues showed 11 
factors above 1, but since there were 14 factors, rotation was run with 14 factors: 17.8, 3.2, 3.1, 
2.2, 1.9, 1.8, 1.6, 1.3, 1.2, 1.1, 1.1, 1.0, 0.9, and 0.9. The factors accounted for 59 per cent of the 
cumulative variance. The patter matrix revealed that the items loaded into the scales as 14 
separate factors. These results of the factor analysis were a very useful indicator of the validity 
of the instrument. Using the PLS-GRAPH version 3.0 convergent and discriminant validity of 
the ESCI 3.0 was determined using partial least squares and the results were as shown in Table 
5.7. 
Table 5.7: Factor scores of the ESCI instrument 
Scale Factor loadings “self-
version” n=4468 
Factor loadings “360 degree 
survey version other” n = 12419 
Emotional self-awareness 0.722 0.741 
Achievement orientation 0.744 0.780 
Emotional self-concept  0.794 0.835 
Adaptability 0.737 0.760 
Positive outlook 0.735 0.808 
Empathy 0.729 0.817 
Organisational awareness 0.742 0.803 
Inspirational leadership 0.807 0.832 
Conflict management  0.792 0.786 
Coach and mentor 0.835 0.848 
Teamwork 0.737 0.811 
Influence  0.358 0.687 
Source: Boyatzis and Gaskin (2010:14-15) 
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The results in Table 5.7 above reflect that the validity factors were high, above 0.72 for all 
dimensions except for influence which scored 0.358 in the “self” version and 0.687 in the “total 
other” version, rendering the instrument to be regarded as valid.  
 
5.5.2.2 The MSI 
The MSI instrument was developed by Barbuto and Scholl (1998) as emerging theories on work 
motivation sought to divide the sources of work motivation among individuals working in an 
organised environment, suggesting that individuals are not solely motivated by intrinsic or 
extrinsic sources, but rather through a combination of both and various other sources. The MSI 
research instrument was developed based on a typology of motivation which was proposed by 
Leonard, Beauvais and Scholl (1995; 1999) and was later operationalised with scales to measure 
the motivation taxonomy (Barbuto and Scholl, 1998). This instrument was used for this study 
because, according to Barbuto (2007:1), it provides an integrative framework, which suggests 
that individuals can be characterised by motivational profiles that reflect the relative strength of 
each source. The instrument (scales) integrates distinctly different sources of work motivation 
(Barbuto, 2001a), referred to as variables in Table 5.8. The five motivational variables (sources 
of motivation) are: intrinsic process of motivation, instrumental motivation, external self-
concept, internal self-concept, and goal internalisation. Each variable has six items as depicted 
in Table 5.8 below.  
 
Table 5.8:  MSI dimensions and number of items 
MSI dimensions No of items  
Intrinsic process of motivation 6 
Instrumental motivation 6 
External self-concept 6 
Internal self-concept 6 
Goal internalisation 6 
 30 
Source:  Researcher’s own construction 
 
The MSI research instrument is a self-report assessment comprising 30 items (Barbuto, 2007). 
For the purpose of this study, all the statements (items) were linked to a five-point Likert-type 
interval scale with 1 representing “strongly disagree” and 5 representing a “strongly agree” 
response. The Likert scale items measure the motivation sources, which would predict follower 
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motivational behaviour. Follower participants were requested to describe the things that best 
motivate them by using the scale provided to indicate the extent to which they agree or disagree 
with each of the statements by making a cross (x) in the appropriate block as requested.  
 
a)   Reliability of the MSI research instrument 
The reliability of the MSI research instrument was tested in previous research. The Cronbach’s 
alpha reliability coefficients scores for the MSI dimensions, based on previous research, are 
shown in Table 5.9.  In various studies the MSI produced Cronbach’s alpha reliability scores 
ranging between 0.70 and 0.93 (Carter and Rudd, 2005:489; Barbuto, 2003; Barbuto et al., 
2000; Barbuto and Scholl, 1999; Barbuto and Scholl, 1998) in a wide range of populations 
(urban business, healthcare and social service workers, education professionals and college 
students). As shown in Table 5.9, all the dimensions in all the previous research have been 
found to have a Cronbach alpha above 0.7, which is regarded as being acceptable. These results 
from previous studies show the MSI to be reliable. 
 
Table 5.9: MSI coefficient alphas in different research studies 
MSI dimensions MSI Coefficient alphas in different studies 
Barbuto and 
Scholl (1998) 
n= 156 ( 
College students 
Barbuto, Tout and 
Brown (2004) 
n =186(Adult 
rural workers) 
 Barbuto (2005) 
 n = 186 leaders 
and 759 direct 
reports (various 
organisations) 
Bugenhagen and 
Barbuto (2010) 
 n =53 (community 
and educational 
leaders) 
Intrinsic process motivation 0.92 0.74 0.71 0.85 
Instrumental motivation 0.83 0.70 0.78 0.82 
External self-concept 0.85 0.71 0.85 0.90 
Internal self-concept 0.90 0.81 0.82 0.93 
Goal internalisation 0.88 0.69 0.73 0.95 
Source: Researcher’s construction based on literature cited in this table 
b) Validity of the MSI research instrument 
In the study by Barbuto and Scholl (1998) a confirmatory factor analysis of the MSI was 
conducted. LISREL maximum likelihood confirmatory analyses on the 30 items of the scales 
initially specified that each item load on only its appropriate factor and that the five dimensions 
were not orthogonal. The resulting goodness of fit (0.92) was excellent. The varimax-rotated 
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component pattern for the five subscales revealed five factors with at least six unique items per 
subscale.  A simple structure pattern was conducted using a priori factor loadings of 0.40 or 
greater. The analysis suggested the same items be retained as in the varimax-rotation. The 
average factor loading for the retained items was 0.58. The Motivation Sources Inventory is 
easy to administer, and according to Barbuto and Scholl, (1998) should not take a significant 
amount of time to complete.  Table 5.10 shows the factor loadings in the research by Barbuto 
and Scholl (1998) with a sample size if 156 upper level undergraduate students at a university in 
the USA. 
Table 5.10: Factor scores of the MSI research instrument 
Dimensions and items  Factor loading n = 156 
Intrinsic process  
6 0.664 
11 0.647 
16 0.581 
21 0.725 
31 0.721 
51 0.642 
Internal self-concept  
4 0.620 
29 0.564 
34 0.730 
39 0.772 
49 0.655 
54 0.574 
Goal internalisation  
5 0.507 
10 0.657 
25 0.639 
35 0.555 
50 0.727 
55 0.693 
External self-concept  
3 0.419 
8 0.578 
18 0.536 
23 0.665 
53 0.443 
58 0.519 
Instrumental  
7 0.429 
12 0.560 
17 0.700 
22 0.580 
32 0.513 
5 0.493 
Source: Barbuto and Scholl (1998:1016-1017) 
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The results above reflect that the factor loadings of the instrument are all above the minimum 
threshold of ±0.3, all above the ±0.4 threshold, which is considered important, with the majority 
being above the ±0.5 threshold, which is considered to be practically significant; thus the 
instrument is valid. 
5.5.2.3 OCS research instrument 
The OCS research instrument developed by Allen and Meyer (1990) was adapted with 
modifications and used to measure follower organisational commitment. The OCS 
questionnaire developed by Allen and Meyer (1990) was chosen for this research because it is a 
multi-dimensional construct that conceptualises organisational commitment and can be applied 
across disciplines (Meyer, Allen and Smith, 1993:538) and it provides a more complete 
understanding of an employee’s relationship to his/her organisation (Meyer et al., 1993: 540). 
The instrument was also relevant because researchers agree that a multi-dimensional instrument 
is an effective tool for measuring organisational commitment (Silverthorne 2004:594; Meyer et 
al., 1993:539).  
 
The OCS research instrument consisted of three variables, namely affective commitment, 
continuance commitment, and normative commitment.  Each of the three OCS variables 
comprises six items as reflected in Table 5.11. The instrument is a self-report assessment 
comprising 18 items, which were answered using a five-point scale.  All items were linked to a 
five-point Likert-type interval scale with 1 being “strongly disagree” and 5 being “strongly 
agree”.  The Likert scale items measure the respondent’s organisational commitment and were 
averaged to yield composite commitment scores for each respondent.   Follower participants 
were requested to describe their degree of attachment and loyalty towards the hotel where they 
are currently employed. Participants were then asked to use the scale provided to indicate the 
extent to which they agree or disagree with each of the statements by making a cross (x) in the 
appropriate block as requested. 
 
Table 5.11:  OCS dimensions and OCS items 
OCS dimensions OCS items  
Affective commitment 6 
Normative commitment 6 
Continuance commitment 6 
Total 18 
Source: Researcher’s own construction 
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The validity and reliability scores of the OCS research instrument were tested in previous 
research (Wasti et al., 2008:404, Wasti 2005:290; Wasti, 2003:319; Rashid et al., 2003:708; 
Clugston et al., 2000:28; Becker et al., 1996:480; Allen and Meyer, 1990). In the following 
sections the reliability and validity of the instrument based on previous research are discussed. 
a)  Reliability of the OCS research instrument 
Studies have been conducted to examine the reliability of the OCS using Cronbach’s alpha 
coefficient. The reliability test of the OCS by Allen and Meyer (1990: 6) in terms of Cronbach’s 
alpha reliability coefficient for each variable was as follows: affective commitment scale: 0.87; 
continuance commitment scale: 0.75; and the normative commitment scale: 0.79. Since Allen 
and Meyer’s (1990) research, a number studies have been conducted on the reliability of the 
OCS in South Africa and elsewhere as depicted in Table 5.12 Meyer, Stanley, Herscovitch and 
Topolnytsky (2002) also performed a meta-analysis of studies using both the six-item and eight-
item OCS. They collected data from people who had sought permission to use the OCS during 
the past 15 years as well as from computer databases dating back to 1985. The mean reliability 
scores from all their studies were 0.82 for affective commitment, 0.73 for continuance 
commitment and 0.76 for normative commitment. Their research results showed that the three 
commitment constructs could be reliably measured. Studies conducted in South Africa using the 
OCS scales for affective commitment, continuance commitment and normative commitment 
were positive in most cases and inconclusive in a few for the normative commitment scale, as 
shown in Table 5.12.  
	  
Table 5.12: OCS Cronbach’s alpha coefficient (α) in South Africa and elsewhere 
 Dunham
, G
rube and  
C
astaneda (1994) (U
SA
) 
C
ohen (1996) (C
anada) 
C
lugston et al.,. (2000) (U
SA
) 
M
ayer et al., . (2001) (U
SA
) 
K
w
ela 2001 (S.A
) 
D
w
yer 2001 (S.A
) 
Fields, 2002 (U
SA
) 
R
ashid et al., .2003 (M
alaysia) 
K
arim
 and oor 2006(M
alaysia) 
N
yangane 2007(SA
) 
van Stuyvesant M
eijen 2007 
(S.A
) 
Louw
 and B
oshof 2008 (S.A
) 
Overall score   0.75  0.8 0.79    0.90   
Affective commitment 0.74 -0.87 0.79  0.82   0.77-0.88 0.92 0.81  0.75 0.83 
Continuance commitment 0.73- 0.81 0.69  0.74   0.69-0.84 0.93 0.78  0.70 0.68 
Normative commitment 0.67- 0.78 0.65  0.76   0.65-0.86  0.72 -  0.30 0.60 
Source: Researcher’s construction based on literature cited in this table 
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The results from Van Stuyvesant-Meijen (2007:107) study shows that the Cronbach alpha’s 
coefficient scores show a high internal consistency for the first two scales; affective (0.75) and 
continuance commitment (0.70) scales. However, they show inconsistency for the normative 
commitment scales (0.30). According to Van Stuyvesant-Meijen (2007), the negative results for 
the normative scales were a result of changing the scale statement from negative to positive for 
easy completion. Studies by Coetzee, Schreuder and Tladidyane (2007), Ferreira (2009) and 
Lumley (2010) confirmed the reliability of the OCS in the South African context with scores of 
greater than 0.7.  
 
b) Validity of the OCS research instrument 	  
The internal validity of the OCS research instrument has been established. According to a study 
by Daud (2010: 82) the factor loadings for the OCS range from 0.64 to 0.93. Unal (2012: 98) 
found the factor loadings of the OCS to be between 0.62 and 0.896 with a KMO value of 0.84. 
Allen and Meyer (1990: 6) subjected the 24 items of the original OCS to a factor analysis and 
found all the items to have a factor loading above 0.4 ranging from 0.43 to 0.82, which renders 
them to be valid. Table 5.13 presents the factor loadings of the OC Scales according to the 
Allen and Meyer 1990 factor analysis of the OCS using Varimax rotated factor matrix. Clugston 
et al. (2000:13) found that confirmatory factor analysis supported these measures, which 
therefore means that they found that there is validity in the Allen and Meyer (1990) measuring 
instrument. Wasti (2003: 307) also performed a factor analysis with regard to the questionnaire 
that yielded a three-factor solution, which is comparable to the Allen and Meyer (1990) model 
and suggests validity in the instrument. From the above information, it can be noted that the 
Allen and Meyer (1990) measuring instrument can be seen to have acceptable validity. Studies 
by Coetzee, Schreuder and Tladidyane (2007), Ferreira (2009) and Lumley (2010) confirmed 
the validity of the OCS in the South African context.  
 
Table 5.13: Factor scores of the OCS research instrument 
Dimension OCS item  Factor loading n = 256 
Affective commitment  
1 0.55 
2 0.56 
3 0.52 
4 0.45 
5 0.63 
6 0.81 
7 0.79 
8 0.82 
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Dimension OCS item  Factor loading n = 256 
Continuance commitment  
1 0.39 
2 0.58 
3 0.44 
4 0.46 
5 0.59 
6 0.67 
7 0.60 
8 0.50 
Normative commitment  
1 0.67 
2 0.43 
3 0.63 
4 0.59 
5 0.49 
6 0.49 
7 0.56 
8 0.47 
Source: Allen and Meyer (1990:6-7) 
Exploratory factor analysis using maximum likelihood analysis as the method for extracting 
factors was performed by Karim and Noor (2006), to determine whether the data collected on 
Allen and Meyer’s OCS research instrument would exhibit both convergent and discriminant 
validity. The results show that two variables analysed, namely affective and continuance 
commitment can be said to be psychometrically stable and have exhibited both convergent and 
discriminant validity (Karim and Noor, 2006:93). This finding supports that of previous studies 
that have shown affective and continuance commitment to be indeed constructs that are 
distinguishable from one another (Reilly and Orsak, 1991; Allen and Meyer, 1990; McGee and 
Ford, 1987). In the next section details with regards to how data were analysed are provided 
with the aid of a data analysis road map, which provides all the steps that were taken in the data 
analysis process. 
5.6 DATA ANALYSIS 
The quantitative data were analysed using SPSS. The data analysis method employed to provide 
evidence for the research questions included the used descriptive and inferential statistical 
analyses detailed in sections 5.6.1 and 5.6.2 respectively (Singleton and Straits, 2010). 
Descriptive statistics were used in order to summarise a set of scores obtained from respondents 
and to illustrate basic patterns in data (Neuman, 2006:347; Punch, 2005:110; Harris, 1998). 
Inferential statistics involves making the kinds of inferences that can be made when 
generalising from data, as from sample data to the entire population (Singleton and Straits, 
2010:457). Figure 5.2 shows the research study’s data analysis road map in stages.  
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Figure 5.2: Data analysis road map  
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5.6.1 Descriptive statistics 
Descriptive statistics involved organising and summarising the data at hand to make them more 
intelligible (Burger et al., 2010:3; Creswell, 2014: 124). According to Levine, Stephen, Krehbiel 
and Berenson (2005:2), the process focuses on collection, summarisation, and characterisation 
of a set of data. This section includes an overview of the data, organisation, and general pattern 
of the relationships among the variables. 
 
Demographic	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  results	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Descriptive analysis gave an overview through the use of frequency tables and graphs, which 
helped in understanding the distribution of each variable across the survey respondents (Punch, 
2005:124-125). The researcher used descriptive statistics to summarise the demographic details, 
to develop a profile of the hotels’ existing followers’ motivational behaviour and organisational 
commitment, as well as to develop a profile regarding the hotels leaders’ EI competencies. In 
the analysis of this research data, simple frequency tables were used to summarise and 
understand the data (Punch, 1995: 111; Sanders et al., 2009:444). The mean, mode median and 
standard deviations of data were established (Parasuraman, Grewal and Krishnan, 2004; 
Sanders et al., 2009:444).  
 
5.6.2 Inferential statistics 
Inferential statistics included a variety of techniques to determine the relationship between 
leader EI and follower motivational behaviour and organisational commitment in the selected 
hotels. All estimates of characteristics of data sets and patterns that are unlikely to occur by 
chance were uncovered using inferential statistics (Levine et al., 2005:2). 
 
5.6.2.1 Analysis of variance (ANOVA) 
ANOVA is a collection of statistical models and their associated procedures in which the 
observed variance is partitioned into components due to different explanatory variables. 
ANOVA was used for gender, experience, educational levels and time working with current 
leader and other demographic elements in different combinations to determine statistical 
significance among different groups of variables in both ESCI components motivational 
behaviour and organisational commitment (Anderson, Sweeney and Williams, 2005:508). 
5.6.2.2 Correlation analysis 
Correlation analysis offers additional information about an association between two quantifiable 
variables. It measures the direction of the relationship and the strength of the relationship. 
According Collis and Hussey 2009:268) the correlation relationship is measured within -1 and 
+1. If both variables increase then the correlation is positive. The correlation is negative if one 
variable increases as the other decreases. The strength of the correlation is measured by the size 
of the correlation coefficient. 1=perfect correlation (positive linear association), 0=no 
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correlation (no liner association), and -1=perfect negative correlation (negative linear 
association). 
 
5.6.2.3 Regression analysis 
Regression analysis is a collective name of techniques for the modelling and analysis of 
numerical data consisting of values of a dependent variable and of one or more independent 
variables (Levine, Stephan, Krehbiel and Berenson, 2005:512; Anderson et al., 2005:512). The 
regression analysis is used primarily for the purpose of prediction. The dependent variable in 
the regression equation is modelled as a function of the independent variables, corresponding 
parameters (constants), and an error term treated as a random variable (Berk, 2008). In addition 
to prediction, regression analysis is used to study the relationship between a dependent variable 
and an independent variable and to quantify the effect that changes in the independent variable 
have on the dependent variable (Levine et al., 2005:512). The researcher used regression 
analysis for the purpose of prediction, inference, and hypothesis testing, among the dependent 
and independent variables under investigation.  
 
The study involved both bivariate and multiple regression analysis. Bivariate correlational 
analysis is a statistical technique to assess the relationship of two continuous variables measured 
on an interval or ratio scale (Cooper and Schindler, 2008:699).  Bivariate regression analysis 
helped the researcher look at the relationship between EI competencies and motivational 
behaviour, as well as EI competencies and organisational commitment.  Multiple regression 
analysis is an extension of bivariate regression analysis that includes two or more independent 
variables (Singleton and Straits, 2010).  Multiple regressions are used as a predictive tool in 
three types of situations: 1) it is used to develop a self-weighing estimating equation by which 
to predict values for a criterion variable (DV) from the values for several predictor variables 
(IVs); 2) a descriptive application of multiple regression calls for controlling for confounding 
variables to better evaluate the contribution of other variables; 3) to test and explain causal 
theories often referred to as path analysis. In this path analysis approach, regression is used to 
describe an entire structure of linkages that have been advanced from causal theory. Multiple 
regressions are also used as an inference tool to test hypotheses and to estimate population 
values (Cooper and Schindler, 2008:547).  
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Like the partial table of elaboration analysis, multiple regressions provide information on the 
impact of an independent variable on the dependent variable while simultaneously controlling 
for the effects of other independent variables. With this technique, unlike partial tables, controls 
are not limited to a few variables and information is not lost from collapsing variables into 
fewer categories (Singleton and Straits, 2010:496). The study involved running stepwise 
multiple regression analyses between components of independent variables (EI) and dimensions 
of the two dependent variables, i.e. motivational behaviour and organisational commitment. As 
the final step in the data analysis road map, the result of the statistical analysis was interpreted 
by answering the research questions. The results of the study, summary, conclusions, 
limitations, and recommendations are provided in Chapter 7. 
 
5.7 ETHICAL CONSIDERATIONS 
Ethics in research pertains to the norms or standards of behaviour that guide moral choices 
about behaviour (that is, what is right and what is wrong to do), which forms an integral part of 
any research study (Cooper and Schindler 2008:34; Neuman, 2000:90). When undertaking 
research, agreements need to be reached about ethical research considerations.  According to 
Remenyi et al. (1998:110), there are three major aspects that need to be taken into consideration 
on how research should be conducted ethically, which include issues regarding the collection of 
data; problems associated with processing the data; and the use of the findings.  
 
In terms of data collection, all participants in the research have a number of rights; according to 
Bless and Higson-Smith (2000). These ethical rights include the right to privacy, anonymity and 
confidentiality. Confidentiality means providing “protection to the participant by ensuring that 
the sensitive information is not disclosed and the research data cannot be traced to the 
individual or organisation providing it” (Collis and Hussey, 2009:46). This means keeping the 
data given by or about an individual secure and secret from others, which is akin to privacy. In 
order to protect the respondents’ rights to privacy, the researcher explained the purpose of the 
research, the importance and expected outcomes of the proposed research to all the employees 
at the hotels. All participants’ rights to privacy and wellbeing were protected through the 
protection of their identity. The researcher ensured nondisclosure of the respondents’ details and 
no authentication was attached to the submitted surveys. However, as the researcher had a duty 
to report the findings of the research, the identifiable information about participants was not 
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disclosed and the researcher promised the participants that all data would be used for research 
purposes only.  Participants were also assured that any submitted data would be protected from 
accidental disclosure.  Anonymity means providing “protection to participants by ensuring that 
their names are not identified with the information they give” (Collis and Hussey, 2009:46).  
This deals with issues “of unknown name, of unknown authorship”.  A promise of anonymity 
was made to all participants that their names and identification could not be traced back.  
 
With regard to problems associated with processing the data, once data was captured, it was 
“cleaned” and then statistically analysed.  The researcher made no attempt or anyone involved 
in the process to omit or manipulate the data, which would distort the data and the results 
thereof. The researcher acted with neither bias nor personal prejudices, which could have 
influenced the collection and analysis of the data. With regard to the use of findings, the 
researcher promised the participants that findings were going to be used in an ethical manner. 
Participants were promised that all information would be used for academic research purposes 
only. Upon request a copy of the findings would be available to the human resources 
officer/general manager supporting the survey. A promise of confidentiality and anonymity was 
also made that associated survey results would not be disclosed to anyone and would not 
identify the hotel or the employees.  
 
In accordance with the Rhodes University ethical guidelines for research with human subjects, 
the participants were requested to tick the informed consent box on the survey in order to 
participate in the research study. The surveys with the informed consent responses were placed 
in envelopes that were sealed and placed in boxes that were sealed as well. Thus, data could not 
be traced back to the participant. Only the researcher and the supervisors had access to the data. 
All the collected data was treated as confidential and was kept safe by the university 
supervisors. 
5.8 SUMMARY 
The purpose of this study was to investigate the relationship between leaders’ EI and followers’ 
motivational behaviour and organisational commitment. To achieve this purpose, various 
philosophical assumptions were reviewed and the post-positivist philosophy was adopted for 
this study. The chapter included description of the research design, population and sampling 
procedure, data collection and instrumentation, and methodology to answer the research 
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questions posed for the study. The inquiry was executed by surveying the EI of leaders and the 
motivational behaviour and commitment of their followers. A discussion of the quality 
perspectives adopted for this study for verification of the validity and reliability of the survey 
instruments, sampling frame, selection criteria of research participants, and the analysis of data 
was provided. The chapter contain an outline of the various phases of the research design of the 
study from the collection of data to analysis how the data would be analysed. In Chapter 6 the 
findings of the study will be reported. 
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CHAPTER 6 
FINDINGS 
6.1 INTRODUCTION 
In this chapter, the post-positivism, quantitative research findings of this study are presented. In 
Chapter 5, an overview of the research design and methodology used in the study was 
presented.  As described in the overview, the empirical data collected during this study were 
subjected to a variety of statistical analysis techniques to test the hypothesised relationships in 
order to systematically provide answers to the research questions. The purpose of the study as 
outlined in Chapters 1 and 5 was to investigate the relationship between the leaders’ EI and 
followers’ motivational behaviour and organisational commitment within the context of the 
hotel industry. In view of the research purpose outlined above, the following main research 
questions and sub-questions as outlined in the introduction chapter, were formulated. The 
following were the main research questions of the study: 
1. What is the relationship between the leaders’ EI and followers’ motivational behaviour?  
2. What is the relationship between leaders’ EI and followers’ organisational 
commitment? 
3. What is the relationship between leaders’ EI and selected demographical variables? 
4. What is the relationship between followers’ motivational behaviour and selected 
demographic variables? 
5. What is the relationship between followers’ organisational commitment and selected 
demographic variables? 
 
This chapter begins with the presentation of sample demographics. Descriptive statistics, which 
allow an understanding of the basic makeup and features of the data, are then presented. This 
sets the scene for the presentation of the analysis of the research data. The results are discussed 
in the context of the formulated hypotheses, making reference to existing theories as outlined in 
the literature review. The psychometric qualities of the measuring instruments used in the study 
are presented beginning with the reliability of the research instruments, followed by a 
confirmation of the validity of the research instrument. 
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6.2 SAMPLE DEMOGRAPHICS 
Demographic data were collected on the variables of gender, age, race, education, period of 
working and department. For the current study, the research demographic statistics are listed 
and displayed. These define a demographic profile for the respondents (n=555) who participated 
in the research study from the 13 hotels that participated in the study. Table 6.1 and Figure 6.1 
present the gender profiles of the participants. 
 
Of the total number of participants (n=555), leaders (n=120) constituted 21.6 per cent while 
followers (n=435) constituted 78.4 per cent. In this study, all participants from both the leader 
and follower groups were asked to indicate their gender.   Most of the participants were female 
(66.8%) while males constituted 33.2 per cent. Of the leaders’ group (n=120), 50.8 per cent 
were female while males constituted 49.2 per cent. Of the followers’ group (n=435), the gender 
profile was 28.7 per cent male and 71.3 per cent female. Table 6.1 shows the number of 
participants per group and gender profiles of the participants per group. 
 
Table 6.1: Frequency table: Gender profile per group 
 GENDER PROFILE PER GROUP 
 Leaders Valid% Followers Valid% Total Valid% 
Male 59 49.2% 125 28.7% 184 33.2% 
Female 61 50.8% 310 71.3% 371 66.8% 
Valid Total 120 100.0% 435 100.0% 555 100.0% 
Missing 0 0 0 0 0 0 
Total 120 100% 435 100% 555 100.0% 
 
 The total numbers of leaders and followers respondents are highlighted in Figure 6.1 according 
to gender. 
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Figure 6.1: Gender profiles per group  
  	  
 
The race profiles of the participants per group as shown in Table 6.2 and Figure 6.2 display the 
total numbers of leaders and followers respondents according to race. As shown in Table 6.2, of 
all the participants (n=555), 99 were white (17.8%), 84 were coloured (15.1%), 353 were black 
(63.6%), eight were Asian (1.4%), seven were Indian (1.3%), and three participants indicated 
their race as other (.5%) with two of the three specified as Greek and African. Of all the leader 
participants (n = 120), 46 were white (38.3%), 21 were coloured (17.5%), 46 were black 
(38.3%), Asians and Indians were two each (1.7% each) and two leaders indicated their race as 
other.  Of the follower participants (n=435), 53 were white (12.2%), 63 were coloured (14.5%), 
307 were black (70.6%), six were Asians and five were Indian (1.4% and 1.1% respectively). 
One indicated his/her race as other (.2%).  
 
Table 6.2:  Frequency table: race profile per group 
RACE PROFILE PER GROUP  
 Leaders Valid
% 
Followers Valid
% 
Total Valid% Cumulati
ve % 
White 46 38.3 53 12.2 99 17.8% 17.9% 
Coloured 21 17.5 63 14.5 84 15.1% 33.0% 
Black 46 38.3 307 70.6 353 63.6% 96.8% 
Asian 2 1.7 6 1.4 8 1.4% 98.2% 
Indian 2 1.7 5 1.1 7 1.3% 99.5% 
Other (Greek, 
African & other) 
2 1.7 1 0.2 3 0.5% 100.0% 
Valid Total 119 99.2 435 100.0 554 99.8%  
Missing 1 0.8 0 0 1 0.2%  
Total 120 0 435 100% 555 100.0%  
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 Figure 6.2: Race profile of participants  
 
  
 
The age profiles of all the participants per group are exhibited in Table 6.3. As shown in Table 
6.3, the average age for all the participants (n=555) was 35.5 years. Of all the participants 
(n=555), seven were under 20 years (1.3%), 202 were between 21 and 30 years (36.4%), 243 
were between 31 and 40 years (43.8%), 79 were between 41 and 50 years while 20 were 
between 51 and 60 years (14.2% and 3.6% respectively). Four participants were above 60 years 
(0.7%).  Of all the leader participants (n = 120), one was under 20 years, 43 were between 21 
and 30 years, 45 were between 31 and 40 years, 19 were between 41 and 50, 11 were between 
51 and 60 years while one was above 60 years. Of all the follower participants (n = 435), six 
were under 20 years, 159 were between 21 and 30 years, 198 were between 31 and 40 years, 60 
were between 41 and 50, nine followers were between 51 and 60 years while three were above 
60 years.  
 
Table 6.3: Frequency table: age profile per group 
AGE PROFILE PER GROUP  
 Leaders Valid% Followers Valid% Total Valid% Cumulative 
% 
Under 20 yrs 1 0.8 6 1.4 7 1.3 1.3 
21 - 30 yrs 43 35.8 159 36.6 202 36.4 37.7 
>30 - 40 yrs 45 37.5 198 45.5 243 43.8 81.4 
>40 - 50 yrs 19 15.8 60 13.8 79 14.2 95.7 
>50 - 60 yrs 11 9.2 9 2.1 20 3.6 99.3 
Above 60 yrs 1 0.8 3 0.7 4 0.7 100.0 
Total 120 100.0 435 100.0 555 100.0  
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Table 6.4 displays the frequency counts for the highest education level for the research 
participants. For the leader group (n=120), the majority of the participants had a bachelor’s 
degree (42.5%) compared to 29.2 per cent for followers. The majority of the followers had a 
diploma (47.3%). Overall 90 participants (16.2%) of all participants reported below Grade 12 
education level of whom nine were leaders (7.5%) and 81 were followers (18.2 %); the rest had 
a higher qualification, the majority having a diploma or a bachelor’s degree.  
 
Table 6.4:  Frequency table: educational level profile per group 
EDUCATIONAL LEVEL PROFILE PER GROUP  
 Leaders Valid% Followers Valid% Total Valid% Cumulative % 
Below Grade 12 9 7.5 81 18.7 90 16.2 16.2 
Matriculated 0 0 5 1.2 5 0.9 17.1 
Diploma 39 32.5 223 51.4 262 47.3 64.4 
Bachelor’s degree 51 42.5 111 25.6 162 29.2 93.7 
Honours degree 15 12.5 10 2.3 25 4.5 98.2 
Master’s degree 4 3.3 2 0.5 6 1.1 99.3 
PhD degree 2 1.7 2 0.5 4 0.7 100.0 
Valid Total 120 100.0 434 100.0 554 100.0  
System   1 0.2 1   
Total   435  555   
  
 
Table 6.5 displays the period that the follower participants had worked with their current leader 
and the period during which the leader had worked in their current leadership position. Fifty-
three per cent of the leaders had worked in their current leadership position for more than three 
years, with 29.9 per cent having worked in their current leadership position for more than five 
years. Another 42.5 per cent had worked with their current leader for a period of one to three 
years, 26.1 per cent had worked with their current leader for a period of three to five years, and 
16.6 per cent had worked with their current leader for more than five years. Only 14.8 per cent 
had worked with their current leader for less than one year and only 17.9 per cent of leaders had 
worked in their current leadership position for less than one year.  
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Table 6.5: Frequency table: period working with current leader/in current leadership position 
	  
PERIOD WORKING WITH CURRENT LEADER/ IN CURRENT LEADERSHIP POSITION PER 
GROUP 
 Leaders Valid
% 
Followers Valid% Total Valid% 
Less than 1 year 21 17.9 64 14.8 85 15.5 
> 1 - 3 years 34 29.1 184 42.5 218 39.6 
> 3 - 5 years 27 23.1 113 26.1 140 25.5 
More than 5 years 35 29.9 72 16.6 107 19.5 
Valid total 117 100.0 433 100.0 550 100.0 
Missing 3  2  5  
Total 120  435  555  
  
 
Figure 6.3 presents the departments of all the participants. Of all the participants (n= 555), the 
largest number (103) were in food and beverages services, while 87 were in front office, 78 
were in housekeeping, 67 in food and beverages production, 50 in maintenance, security and 
engineering, eight in laundry, nine in sales and marketing, 20 in human resources management, 
31 in accounts and control. A further 88 reported their department as other and 14 did not 
indicate their department. Of those who indicated their department as other, 30 were leaders and 
nine of the leaders did not indicate a department.  
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Figure 6.3: Departments of the participants 
 
  
6.3 DESCRIPTIVE STATISTICS 
6.3.1 Descriptive statistics for the ESCI instrument  
The first step was to ascertain the perceived EI levels of the leaders as operationalised by self-
awareness (SA), self-management (SM), social awareness (SOA) and relationship management 
(RM) as reported by both leaders and followers. Table 6.6 provides the results of the leaders’ 
self-assessment of their EI and the followers’ assessment of their leaders’ EI. For the self-
awareness cluster, the leaders rated themselves an average of 3.78 while the followers rated 
them at 3.56 (using a five-point Likert-type scale). For the self-management, social awareness 
and relationship management clusters, the leaders rated themselves 4.14, 4.10 and 4.21 
respectively while the followers rated the leaders 3.56, 3.84 and 3.86 for the same dimensions 
respectively. The highest mean score according to followers and leaders ratings was for 
relationship management (3.86 and 4.21 respectively). 
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Table 6.6: Descriptive statistics for the ESCI questionnaire (EI clusters) 
    N Min Max Mean SD 
Self-awareness 
Leaders  120 2.50 5.00 3.7808 .58437 
Followers 435 1.00 5.00 3.5636 .57227 
All 555 1.00 5.00 3.6106 .58131 
Self-management 
Leaders 120 2.83 5.00 4.1433 .46580 
Followers 435 1.42 5.00 3.5636 .56084 
All 555 1.42 5.00 3.8850 .55807 
Social awareness 
Leaders 120 2.80 5.00 4.0958 .44972 
Followers 435 1.50 5.00 3.8361 .58540 
All 555 1.50 5.00 3.8922 .56865 
Relationship 
management 
Leaders 120 2.80 5.00 4.2090 .42644 
Followers 435 1.00 4.96 3.8645 .59193 
All 555 1.00 5.00 3.9390 .57768 
   
 
Descriptive statistics of the ESCI dimensions as reported by the leaders and the followers are 
shown in Table 6.7 and Table 6.8. The mean scores for the leaders were higher than those of the 
followers on all the EI dimensions. Table 6.7 displays the descriptive statistics for the ESCI 
dimensions as reported by the leaders. The highest score was for teamwork, which obtained a 
mean of 4.33. This was followed by achievement orientation dimension, which obtained a mean 
of 4.32. The lowest score was for self-awareness of 3.78 followed by empathy, which had a 
score of 3.93 and then self-control with a score of 4.00. The remainder of the dimensions had 
scores above 4.0. The skewness characterises the degree of asymmetry of a distribution around 
its mean. Kurtosis on the other hand measures the relative peaking or flatness of a distribution. 
Kurtosis is considered normal if the statistic kurtosis is divided by its corresponding standard 
error and falls in the range ±1.96. When kurtosis falls within that range, the kurtosis is within 
the expected range of chance fluctuations in that statistic. In Table 6.7 the skewness is to the left 
and all the values for kurtosis are in the range ±1.96. 
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Table 6.7:  Descriptive statistics for the ESCI instrument – leaders’ EI (clusters and dimensions) 
Descriptive statistics 
 
N Min Max Mean Std. Dev Skewness 
 
Kurtosis 
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 
Self-awareness 120 2.50 5.00 3.7808 0.58437 0.001 0.221 -0.199 0.438 
Achievement orientation 120 2.50 5.00 4.3217 0.55358 -0.820 0.221 0.348 0.438 
Adaptability 120 2.67 5.00 4.0250 0.52497 -0.213 0.221 -0.236 0.438 
Self-control 120 2.50 5.00 3.9779 0.64702 -0.199 0.221 -0.767 0.438 
Positive outlook 120 3.00 5.00 4.2483 0.51746 -0.293 0.221 -0.523 0.438 
Empathy 120 2.80 5.00 3.9333 0.50831 0.391 0.221 -0.177 0.438 
Organisational 
awareness 
120 2.80 5.00 4.2583 0.53665 -0.434 0.221 -0.112 0.438 
Conflict management 120 2.60 5.00 4.0817 0.53762 -0.118 0.221 -0.417 0.438 
Coach and mentor 120 2.67 5.00 4.2475 0.50196 -0.306 0.221 -0.268 0.438 
Influence 120 2.50 5.00 4.1036 0.53198 -0.215 0.221 -0.151 0.438 
Inspirational leadership 120 2.80 5.00 4.2671 0.59763 -0.777 0.221 0.101 0.438 
Teamwork 120 2.50 5.00 4.3336 0.49206 -0.609 0.221 0.723 0.438 
Self-management 120 17.00 30.00 24.8594 2.79481 -0.222 0.221 -0.405 0.438 
Social awareness 120 14.00 25.00 20.4792 2.24862 0.027 0.221 -0.155 0.438 
Relationship 
management 120 16.00 28.00 23.5704 2.38805 -0.257 0.221 -0.141 0.438 
Valid N (listwise) 120         
 
 
Table 6.8 displays the descriptive statistics of the ESCI instrument measuring leaders’ EI as 
reported by the followers. It can be noted that the mean scores for the followers were lower than 
those of the leaders for all the EI dimensions.  The highest score was for the organisational 
awareness dimension, which was 4.03, followed by the positive outlook, which scored 4.01. 
The lowest scores were for emotional self-awareness and self-management, which were both 
3.56. The rest of the dimensions had scores between 3.7 and 3.9. In Table 6.8 the skewness is to 
the left and all the values for kurtosis are within the expected range of chance fluctuations of 
±1.96. 
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Table 6.8:  Descriptive statistics for the ESCI Instrument followers on leaders’ EI  
 
N Min Max Mean Std. Dev. Skewness Kurtosis 
Statistic Statistic Statistic Statistic Statistic Statistic 
Std. 
Error Statistic 
Std. 
Error 
Self –awareness 435 1.00 5.00 3.5636 0.57227 -0.645 0.117 0.781 0.234 
Achievement orientation 435 1.67 5.00 3.8691 0.64919 -0.317 0.117 0.037 0.234 
Adaptability 435 1.67 5.00 3.6981 0.61413 -0.028 0.117 0.349 0.234 
 Self-control 435 1.00 5.00 3.6779 0.71854 -0.402 0.117 -0.138 0.234 
Positive outlook 435 1.00 5.00 4.0099 0.66928 -1.165 0.117 2.415 0.234 
Empathy 435 1.80 5.00 3.6461 0.61135 -0.121 0.117 0.678 0.234 
Organisational 
awareness 
435 1.00 5.00 4.0261 0.65256 -1.088 0.117 2.263 0.234 
Conflict management 435 1.00 5.00 3.7677 0.63931 -0.673 0.117 0.789 0.234 
Coach and mentor 435 1.00 5.00 3.8205 00.67896 -0.702 0.117 0.962 0.234 
Influence 435 1.00 5.00 3.9217 0.66035 -0.972 0.117 1.793 0.234 
Inspirational leadership 435 1.00 5.00 3.8248 0.72976 -0.691 0.117 0.738 0.234 
 Teamwork 435 1.00 5.00 3.9652 0.66309 -1.016 0.117 1.841 0.234 
Self-management 435 8.50 30.00 22.8825 3.36502 -0.402 0.117 0.910 0.234 
Social awareness 435 7.50 25.00 19.1804 2.92699 -0.685 0.117 1.656 0.234 
Relationship 
management 
435 5.60 27.80 21.6414 3.31486 -1.042 0.117 2.249 0.234 
Valid N (listwise) 435         
 
Figure 6.4 displays the pattern obtained from the data on the mean scores for leaders, followers 
and all participants together for comparison.  All the mean scores were between 3.5 and 4.5 
with the leaders mean scores higher than the followers’ scores on all EI dimensions.  
 
Figure 6.4: Descriptive statistics – comparison of the ESCI mean scores for the different groups  
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Figure 6.5 presents a comparison of the self-awareness means scores for all the groups against 
the Hay Group norm. From Figure 6.5 it can be noted that the results reflect that the leader EI 
self-awareness mean score as perceived by their followers is lower than the mean score of the 
leaders as they perceive themselves.  The figure also reflects that the self-awareness mean score 
of the leaders as perceived by leaders and follower participants (3.61), themselves (3.78), and 
by their followers representing total others (3.56), is lower that the Hay Group norm for total 
others (3.80). This result means that the leaders in the sample had a lower than normal self-
awareness level.  
 
Figure 6.5: Leaders’ self-awareness  
 
 
Figure 6.6 presents the EI mean scores of the different groups on self-management and a 
comparison with the Hay Group norm. From Figure 6.6 it can be noted that the results reflect 
that the leader EI self-management mean score as perceived by their followers is lower than the 
mean score of the leaders as they perceive themselves.  Figure 6.6 also reflects that the self-
management mean score of the leaders as perceived by both leaders and follower participants 
(3.89), themselves (4.14) and by their followers representing total others (3.56), is lower that the 
Hay Group norm for total others (4.20). This result means that the leaders in the sample had a 
lower than normal self-management mean score. 
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Figure	  6.6:	  Leaders’	  self-­‐management	  	  
 
 
Figure 6.7 presents the EI mean scores of the different groups on social awareness and a 
comparison with the Hay Group norm. From Figure 6.7 it can be noted that the results reflect 
that the leaders’ social-awareness mean score as perceived by their followers is lower than the 
mean score of the leaders as they perceive themselves. Figure 6.7 also reflects that the social 
awareness mean score of the leaders as perceived by all participants (3.89), and by the followers 
representing total others (3.84) is lower that the Hay Group norm for total others 4. 
Interestingly, the leaders rate themselves higher (4.10) than the Hay Group norm of 4.This 
result means that the leaders in the sample had a lower than normal self-management mean 
score according to their followers’ perception while according to their perception they had a 
higher than normal social awareness. 
 
4.14	  
3.56	  
3.89	  
4.20	  
3,2	  
3,4	  
3,6	  
3,8	  
4	  
4,2	  
4,4	  
Leaders	  
Followers	  
All	  
NORM	  
179	  
	  
Figure 6.7: Leaders’ social awareness  
 
 
Figure 6.8 presents the EI mean scores of the different groups on relationship management and 
a comparison with the Hay Group norm. From Figure 6.8 it can be noted that the results reflect 
that the leader EI relationship management mean score as perceived by their followers is lower 
than the mean score of the leaders as they perceive themselves.  Figure 6.8 also reflects that the 
relationship management mean score of the leaders as perceived by all participants (3.94), and 
by the followers representing total others (3.86) is lower that the Hay Group norm for total 
others (4). Interestingly, the leaders rate themselves higher (4.20) than the Hay Group norm of 
4.This result means that the leaders in the sample had a lower than normal relationship 
management mean score according to their followers’ perception while according to their 
perception they had a higher than normal relationship management mean score. 
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Figure	  6.8:	  Leaders'	  relationship	  management	  	  
 
 
6.3.2 Descriptive statistics for the MSI instrument 
The second step was to ascertain the perceived motivation source levels of the followers as 
operationalised by intrinsic process, instrumental, external self-concept, internal self-concept 
and goal internalisation as reported by followers’ self-assessment. Table 6.9 and Figure 6.9 
provide the results of the followers’ self-assessment of their motivation source. From Table 6.9 
it can be noted that for the intrinsic processes dimension, the mean score was 3.75 (on a five-
point Likert-type scale). For instrumental motivation, external self-concept, internal self-
concept and goal internalisation, followers rated their motivation source levels at 3.72, 4.01, 
4.05 and 3.99 respectively. The mean score of the total motivation source for the followers was 
3.90. The two highest motivation source means were for internal and external self-concept (4.05 
and 4.01 respectively) with standard deviations of 0.56 and 0.61 respectively. The lowest source 
was instrumental motivation with a mean of 3.72. In Table 6.9 the skewness is to the left and all 
the values for kurtosis are within the expected range of chance fluctuations in the range ±1.96. 
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Table 6.9: Descriptive statistics for the MSI instrument   
Motivational behaviour 
dimensions 
N Min Max Mean Std. D Skewness Kurtosis 
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 
Intrinsic process 435 1.50 5.00 3.7478 0.64441 -0.443 0.117 -0.443 0.117 
Instrumental 435 1.17 5.00 3.7192 0.78731 -0.454 0.117 -0.454 0.117 
External self-concept 435 1.33 5.00 4.0144 0.60696 -0.568 0.117 -0.568 0.117 
 Internal self-concept 435 2.00 5.00 4.0505 0.56447 -0.511 0.117 -0.511 0.117 
Goal internal 435 1.33 5.00 3.9861 0.61301 -0.826 0.117 -0.826 0.117 
Valid N (listwise) 435         
 
Figure 6.9 displays a comparison of the motivation sources mean scores for the followers. It can 
be note from Figure 6.9 that internal self-concept motivation mean score was the highest 
followed by internal self-concept motivation mean score while instrumental motivation had the 
lowest mean score. 
  
Figure 6.9: Comparison of the motivation sources mean scores for the followers  
 
6.3.3 Descriptive statistics for the organisational commitment instrument 
The perceived organisational commitment of followers was also ascertained, as operationalised 
by affective commitment (AC), continuance commitment (CC) and normative commitment 
(NC), as reported by the followers. Table 6.10 and Figure 6.10 provide the results for the 
followers’ self-assessment of their organisational commitment using the Meyer and Allen 
(1990/3) questionnaire. As shown in Table 6.10 for the affective commitment, the mean score 
was 3.65 (on a five-point Likert-type scale). For the normative and continuance commitment, 
the mean scores were 3.59 and 3.21 respectively with an overall mean score of 3.48. The results 
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imply that the largest form of commitment in this study was affective commitment with a mean 
score of 3.64 and a standard deviation of 0.76 while the least form of commitment was 
continuance commitment with a mean score of 3.20 and a standard deviation of 0.61. In Table 
6.10 the skewness is to the left and all the values for kurtosis are within the expected range of 
chance fluctuations in the range ±1.96. 
 
 
Table 6.10: Descriptive statistics for the organisational commitment 
instrument 
  
Organisational 
commitment 
dimension 
N Min Max Mean 
Std. 
Deviation Skewness 
 
Kurtosis 
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic 
Std. 
Error 
Affective 435 1.17 5.00 3.6498 0.76188 -0.263 0.117 -0.233 0.234 
Normative 435 1.00 5.00 3.5848 0.76940 -0.454 0.117 0.066 0.234 
 Continuance 435 1.33 4.67 3.2067 0.60594 -0.580 0.117 0.249 0.234 
Valid N 
(listwise) 
435         
 
Figure 6.10 displays a comparison of the organisational commitment mean scores for the 
followers. It can be note from Figure 6.10 that internal affective commitment mean score was 
the highest followed by the normative commitment mean score while continuance commitment 
had the lowest mean score. 
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Figure 6.10: Comparison of organisational commitment dimensions mean scores for the 
followers  
 
6.4 RELIABILITY OF THE RESEARCH INSTRUMENTS 
To test the reliability of the measures in the current study, the alpha reliability coefficients were 
checked.  Cronbach’s alpha is the most commonly used indicator for internal consistency. The 
Cronbach’s alphas, which provide reliability estimates based on the consistency of the item 
responses from a single assessment, for each of the research instruments used in this study will 
be described in the next sections.  
 
6.4.1 Reliability of the ESCI instrument 
As outlined in Chapter 3, the ESCI instrument consists of 68 items, measuring 12 competencies 
and the competencies are grouped into four EI clusters and 12 dimensions. Table 6.11 presents 
the Cronbach’s alpha reliability coefficients for the ESCI competencies taken at the cluster and 
dimension levels for both leader and followers. Generally, the alpha coefficients for the clusters 
and dimensions in the study for both the leaders and followers groups were higher than those 
reported by Hay Group, 2011, as presented in Chapter 5. As can be noted from Table 6.11 the 
alpha reliability coefficients in this study were ranging from 0.772 to 0.890 for the leaders, 
0.818 to 0.953 for the followers and 0.910 to 0.957 for all participants for all the EI clusters and 
their dimensions. These alpha coefficients are regarded as being in the very good to excellent 
range (George and Mallery, 2003). The results of this study confirm that the ESCI scales are 
internally consistent, thus satisfying the reliability requirement. 
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Table 6.11: Reliability of the ESCI 3.0 instrument 
EI clusters and dimensions  Coefficient alpha reliability  
 All leaders & followers (N=555) Leaders (N=120) Followers (N=435) 
  OVERALL 0.957 0.808 0.879 
Self-awareness 0.956 0.890 0.953 
 Emotional self-awareness 0.956 0.890 0.953 
Self-management 0.917 0.810 0.887 
Achievement 0.953 0.845 0.818 
Adaptability 0.953 0.842 0.818 
Self-control 0.955 0.863 0.839 
Positive outlook 0.953 0.852 0.846 
Social awareness 0.939 0.800 0.895 
Empathy 0.953 0.890 0.940 
Organisational awareness 0.952 0.888 0.939 
Relationship management 0.910 0.772 0.885 
Conflict management 0.954 0.851 0.918 
Coach and mentor 0.952 0.805 0.904 
Influence 0.952 0.856 0.907 
Inspirational leadership 0.952 0.823 0.908 
Teamwork 0.951 0.826 0.900 
 
The Cronbach’s alphas for the MSI dimensions presented in Table 6.12 were also in the 
acceptable and excellent ranges, ranging from 0.82 to 0.915 and an overall alpha of 0.918. As 
shown in Table 6.12 the Cronbach’s alpha reliability scores attained in this study were similar 
and in some cases even higher than the results reported by the authors such as Bugenhagen and 
Barbuto (2010) who obtained alpha scores ranging between 0.850 and 0.950 (Barbuto and 
Scholl, 1998; Barbuto and Scholl, 1999; Barbuto et al., 2000; Barbuto, 2003; Carter and Rudd, 
2005:489) in a wide range of populations (i.e. urban business, healthcare and social service 
workers, education professionals and college students).  The Cronbach’s alpha reliability 
coefficient of a scale should ideally be above 0.700 to be regarded as reliable (Pallant 2007). 
The results of this study thus show that the MSI dimensions satisfy the internal consistency 
requirement. 
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Table 6.12: Reliability of the MSI instrument 
Group MSI variables Cronbach’s alpha 
coefficients  (n=385 
Cronbach’s alphas : Bugenhagen 
and Barbuto (2010)  n=53 
Followers OVERALL 0.9180 - 
Followers Intrinsic process 0.9158 0.85 
Followers Instrumental 0.9150 0.82 
Followers SC external 0.9155 0.90 
Followers SC internal 0.9157 0.93 
Followers Goal internalisation 0.9152 0.95 
 
6.4.2 Reliability of the organisational commitment instrument 
For the organisational commitment, the Cronbach’s alpha coefficients are presented in Table 
6.13. As shown in Table 6.13 the alphas for the organisational commitment dimensions ranged 
from 0.830 to 0.844 and an overall Cronbach’s alpha of 0.843. When some items with low 
values were deleted (n=418) the alphas ranged from 0.816 to 0.827 with an average of 0.828 for 
all organisational commitment dimensions. The reliability test of the OCS by Allen and Meyer 
(1990: 6) in terms of Cronbach’s alpha reliability coefficient for each variable was as follows: 
affective commitment scale: 0.87; continuance commitment scale: 0.75; and the normative 
commitment scale: 0.79. These results in this study were similar and in some cases even higher 
than the results reported by Coetzee, Schreuder and Tladidyane (2007), Ferreira (2009) and 
Lumley (2010) who confirmed the reliability of the OCS in the South African context with 
alpha coefficient scores of greater than 0.7.  
 
Table 6.13: Reliability of the organisational commitment instrument 
Group OC variable Alpha reliability  
(n=435) 
Coefficient alpha 
reliability when items 
are deleted (n=418) 
Followers Overall  0.828 0.843 
Followers Affective 0.816 0.844 
Followers Normative 0.815 0.834 
Followers Continuance  0.827 0.830 
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6.5 CONSTRUCT VALIDITY USING EXPLORATORY FACTOR ANALYSIS 
Construct validity is used to measure the degree to which the measuring instrument measures 
what it is intended to measure. In the current study, the issue of construct validity concerned the 
degree to which the instruments accurately measures all constructs (clusters and dimensions) 
associated with ESCI, MSI and OCS instruments. Specifically, a) Did the ESCI instrument 
measure the four EI clusters and 12 EI dimensions accurately and did the clusters and 
dimensions comprise the underlying questions asserted by the authors of the instruments? b) 
Did the MSI instrument measure the five dimensions of motivational behaviour accurately and 
did the dimensions comprise the underlying questions asserted by the authors of the instrument? 
c) Did the organisational commitment instrument measure the three dimensions of 
organisational commitment accurately and did the dimensions comprise the underlying 
questions, asserted by the authors of the instrument? In order to verify this, factor analysis was 
performed on the ESCI, MSI and OCS instruments. 
 
Factor analysis is employed extensively by researchers involved in the development and 
evaluation of tests and scales (Pallant, 2007), and it is an interdependence technique whose 
main purpose is to define the underlying structure among the variables in the analysis (Hair et 
al., 2005). According to Nunnally and Bernstein (1994) factor analysis represents a complex 
array of structure analysing methods used to determine the interrelationships among a large set 
of observed variables and then through data reduction to group smaller sets of these variables 
into dimensions that have similar characteristics. Therefore, in determining the construct 
validity of the research instruments with respect to this study, factor analysis was used to 
determine the nature and number of factors that could appropriately explain the correlations 
among the responses to items representing the 68 items of EI scale, 30 items of MSI scale and 
18 items of OCS scale. 
 
In factor analysis, there are two important issues that need to be addressed regarding whether a 
set of data is suitable for factor analysis: the sample size and the strength of the relationship 
among items (Pallant, 2007). According to Guadagnoli and Velicer (1988), solutions that have 
several high loading marker variables (>0.80) do not require such large sample sizes (about 150 
cases should be sufficient) as solutions with lower loadings. Others also suggested that under 
some conditions 100 cases are sufficient (Zeller, 2005). Thus, the sample size for this study as 
discussed in section 5.3.3 is considered adequate for factor analysis as a total of 555 cases were 
187	  
	  
involved. The second issue concerns the strength of the relationship among items. Several 
evaluations of the evidence of coefficients of the correlation matrices needed to be assessed. 
The following criteria were applied: 
 
a) Bartlett test of sphericity and Measures of Sample Adequacy (MSAs), which are 
important while conducting the exploratory factor analysis. These tests determine if there are 
sufficient numbers of significant correlations among the items to justify undertaking a factor 
analysis (Pett, Lackey and Sullivan, 2003:72). This is because, if the correlations among the 
items are not significant, it will not be possible to obtain a parsimonious set of factors that 
represent the numerous items in the proposed scale (Pett, Lackey and Sullivan, 2003).  
Bartlett’s test of sphericity (Bartlett, 1950) is a statistical test of the presence of correlations 
among variables, which provides the statistical probability that the correlational matrix has 
significant correlations among at least some of the variables. Bartlett’s test of sphericity tests 
the null hypothesis that the correlation matrix is an identity matrix (i.e. that there is no 
relationship among the items). Larger values of Bartlett’s test indicate a greater likelihood that 
the correlation matrix is not an identity matrix and that the null hypothesis will be rejected (Pett, 
Lackey and Sullivan, 2003).  MSAs calculate both the entire correlation matrix and the 
individual variable assessing the appropriateness of applying factor analysis. Kaiser-Meyer-
Olkin test (KMO) is a MSA to determine the strength of linear association among items and 
the appropriateness of the correlation matrix for the factor analysis. Kaiser (1974:35) suggests 
the measure can be interpreted using the following criteria: 0.90 and above, “marvellous”; 0.80 
and above, “meritorious”; 0.70 and above, “middling”; and less than 0.6, “mediocre”, 
“miserable” or “unacceptable”. Hair et al. (1998) and Eiselen (2006) argue that values above 0.5 
for the entire matrix or an individual variable indicate appropriateness. 
 
b) Communalities are estimates of the shared, or common, variance among the variables. 
Factors resulting from common factor analysis are based only on common variance. If 
communality values exceed 1, problems with the solution are indicated. Very low 
communalities on the other hand, indicate that variables with them are unrelated to other 
variables in the set. Values above 0.6 are considered acceptable (Tabachnick and Fidell, 2007; 
Eiselen, 2006; Hair et al., 1998). 
 
c) The percentage of variance criteria is an approach based on achieving a specified 
cumulative percentage of total variance extracted by successive factors. The purpose is to 
188	  
	  
ensure practical significance for the derived factors by ensuring that they explain at least a 
specified amount of variance. No absolute threshold has been adopted for all applications. 
However, in social science, where information is often precise, it is not uncommon to consider a 
solution that accounts for 60 per cent of the total variance as satisfactory (Hair et al., 1998; 
Eiselen, 2006). Each of these tests will be applied to the current study and discussed in the next 
sections. 
6.5.1 Bartlett’s test of sphericity and MSA 
Results in Table 6.14 show that Bartlett’s test of sphericity for the ESCI leaders was significant 
(X2 =5276,22 p=0.00), which indicated that the correlation matrix was not an identity matrix. 
Therefore it indicated a very clear suitability for factor analysis. The KMO statistic (0.714), 
which is an index that compares the magnitude of the observed correlations with the magnitude 
of the partial correlation coefficients, was a “middling” so we should be confident that the 
sample size of leaders was adequate for factor analysis (Kaiser, 1974).   
 
Table 6.14: KMO and Bartlett’s test of sphericity for the ESCI (leaders only) 
KMO and Bartlett's testa                   (N=120) 
Kaiser-Meyer-Olkin measure of sampling adequacy 0.714 
Bartlett's test of sphericity 
Approx. Chi-Square 5276.221 
Df 2278 
Sig. 0.000 
 
Results in Table 6.15 show that Bartlett’s test of sphericity for the ESCI followers was 
significant (X2 =18426,25 p=0.00), which indicated that the correlation matrix was not an 
identity matrix. Therefore it indicated a very clear indication of suitability for factor analysis. 
The KMO statistic (0.934), which is an index that compares the magnitude of the observed 
correlations with the magnitude of the partial correlation coefficients, was a “marvellous” so we 
should be confident that the sample size of EI followers was adequate for factor analysis 
(Kaiser, 1974). 
 
Table 6.15: KMO and Bartlett’s test of sphericity for the ESCI (followers only) 
KMO and Bartlett's testa            (N=381) 
Kaiser-Meyer-Olkin measure of sampling adequacy 0.934 
Bartlett's test of sphericity 
Approx. Chi-Square 18426.248 
Df 2278 
Sig. 0.000 
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Results in Table 6.16 show that Bartlett’s test of sphericity for the MSI instrument for the 
followers was significant (X2 =6160.007 p=0.00), which indicated that the correlation matrix 
was not an identity matrix. Therefore it indicated a very clear indication of suitability for factor 
analysis. The KMO statistic (0.887), which is an index that compares the magnitude of the 
observed correlations with the magnitude of the partial correlation coefficients, was a 
“marvellous” so we should be confident that the sample size of followers for motivational 
behaviour survey was adequate for factor analysis (Kaiser, 1974). 
 
Table 6.16: KMO and Bartlett’s test of sphericity for the MSI (followers only) 
    KMO and Bartlett's test  (n= 385) 
Kaiser-Meyer-Olkin measure of sampling adequacy 0.887 
Bartlett's test of sphericity 
Approx. Chi-Square 6160.007 
Df 435 
Sig. 0.000 
 
 
Results in Table 6.17 show that Bartlett’s test of sphericity for the OCS instrument for the 
followers was significant (X2 = 3281.472 p=0.00), which indicated that the correlation matrix 
was not an identity matrix. Therefore it indicated a very clear indication of suitability for factor 
analysis. The KMO statistic (0.874), which is an index that compares the magnitude of the 
observed correlations with the magnitude of the partial correlation coefficients, was a 
“marvellous” so we should be confident that the sample size of organisational commitment 
followers was adequate for factor analysis (Kaiser, 1974). 
 
  Table: 6. 17: KMO and Bartlett’s test of sphericity for the OCS (followers) 
KMO and Bartlett's test (N=385) 
Kaiser-Meyer-Olkin measure of sampling adequacy 0.874 
Bartlett's test of sphericity 
Approx. Chi-Square 3281.472 
Df 153 
Sig. 0.000 
 
 
6.5.2 Communalities 
Table 6.18 presents the commonalities results for the three instruments a) MSI instruments, b) 
OCS and c) the ESCI as filled in by the followers.  
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Table 6.18: Communalities for the MSI, OCS and ESCI instruments 
 
 
(a) Communalities for the MSI 
 Initial Extraction 
MB Q1 1.000 .649 
MB Q2 1.000 .591 
MB Q3 1.000 .727 
MB Q4 1.000 .636 
MB Q5 1.000 .523 
MB Q6 1.000 .506 
MB Q7 1.000 .712 
MB Q8 1.000 .593 
MB Q9 1.000 .511 
MB Q10 1.000 .697 
MB Q11 1.000 .731 
MB Q12 1.000 .739 
MB Q13 1.000 .725 
MB Q14 1.000 .782 
MB Q15 1.000 .789 
MB Q16 1.000 .733 
MB Q17 1.000 .711 
MB Q18 1.000 .634 
MB Q19 1.000 .473 
MB Q20 1.000 .546 
MB Q21 1.000 .684 
MB Q22 1.000 .673 
MB Q23 1.000 .770 
MB Q24 1.000 .689 
MB Q25 1.000 .636 
MB Q26 1.000 .687 
MB Q27 1.000 .700 
MB Q28 1.000 .609 
Mb Q29 1.000 .725 
MB Q30 1.000 .626 
Extraction Method: Principal Component 
Analysis. 
 
 
(b) Communalities for the organizational 
commitment  
 Initial Extraction 
OC Q1 1.000 .601 
OC Q2 1.000 .481 
OC Q3 1.000 .543 
OC Q4R 1.000 .609 
OC Q5R 1.000 .641 
OC Q6 1.000 .625 
OC Q7 1.000 .527 
OC Q8 1.000 .610 
OC Q9 1.000 .563 
OC Q10 1.000 .512 
OC Q11R 1.000 .546 
OC Q12 1.000 .654 
OC Q13 1.000 .403 
OC Q14 1.000 .464 
OC Q15 1.000 .602 
OC Q16 1.000 .642 
OC Q17R 1.000 .538 
OC Q18 1.000 .469 
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(c) Communalities for the ESCI followers only	  
ESCI Items Initial Extraction 
EI Q1 1.000 .538 
EI Q2 1.000 .486 
EI Q3 1.000 .423 
EI Q4 1.000 .515 
EI Q5R 1.000 .458 
EI Q6 1.000 .344 
EI Q7R 1.000 .505 
EI Q8 1.000 .413 
EI Q9 1.000 .253 
EI Q10 1.000 .498 
EI Q11 1.000 .497 
EI Q12 1.000 .510 
EI Q13 1.000 .522 
EI Q14 1.000 .464 
EI Q15R 1.000 .451 
EI Q16 1.000 .481 
EI Q17 1.000 .524 
EI Q18 1.000 .601 
EI Q19 1.000 .516 
EI Q20 1.000 .566 
EI Q21 1.000 .585 
EI Q22 1.000 .496 
EI Q23 1.000 .551 
EI Q24 1.000 .489 
EI Q25 1.000 .528 
EI Q26 1.000 .514 
EI Q27 1.000 .426 
EI Q28 1.000 .552 
EI Q29 1.000 .461 
EI Q30R 1.000 .489 
EI Q31R 1.000 .578 
EI Q32 1.000 .482 
EI Q33 1.000 .597 
EI Q34 1.000 .506 
   
   
   
 
 
EI Q35 1.000 .524 
EI Q36 1.000 .529 
EI Q37 1.000 .608 
EI Q38 1.000 .537 
EI Q39 1.000 .503 
EI Q40 1.000 .634 
EI Q41 1.000 .665 
EI Q42 1.000 .526 
EI Q43R 1.000 .517 
EI Q44R 1.000 .559 
EI Q45 1.000 .393 
EI Q46 1.000 .398 
EI Q47 1.000 .524 
EI Q48 1.000 .481 
EI Q49R 1.000 .727 
EI Q50 1.000 .370 
EI Q51R 1.000 .564 
EI Q52 1.000 .579 
EI Q53 1.000 .551 
EI Q54 1.000 .605 
EI Q55 1.000 .461 
EI Q56 1.000 .532 
EI Q57 1.000 .557 
EI Q58R 1.000 .459 
EI Q59 1.000 .421 
EI Q60 1.000 .497 
EI Q61 1.000 .683 
EI Q62 1.000 .646 
EI Q63 1.000 .542 
EI Q64R 1.000 .418 
EI Q65 1.000 .452 
EI Q66 1.000 .420 
EI Q67 1.000 .590 
EI Q68 1.000 .656 
Extraction Method: Principal Component 
Analysis.a 
a. Only cases for which Group = Follower are 
used in the analysis phase. 
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6.5.3 The percentage of variance criterion 
Table 6.19 and Table 6.20 present the statistical results for the percentage of variance criterion 
for the ESCI instruments for the leaders and the followers respectively. 
 
Table 6.19: The percentage of variance criterion for the ESCI (leaders only) 
Total variance explained for EI leaders only 
Component Initial Eigenvalues Extraction sums of squared 
loadings 
Rotation sums of squared 
loadings 
Total % of 
Variance 
Cumulative 
% 
Total % of 
Variance 
Cumulative 
% 
Total % of 
Variance 
Cumulative 
% 
1 18.268 26.865 26.865 18.268 26.865 26.865 13.373 19.666 19.666 
2 4.211 6.193 33.058 4.211 6.193 33.058 7.339 10.792 30.458 
3 3.408 5.011 38.070 3.408 5.011 38.070 3.927 5.776 36.234 
4 2.645 3.890 41.960 2.645 3.890 41.960 3.894 5.726 41.960 
5 2.576 3.789 45.749       
6 2.283 3.358 49.106       
67 0.023 0.034 99.975       
68 0.017 0.025 100.000       
Extraction method: principal component analysis 
 
 
Table 6.20: The percentage of variance criterion for the ESCI (followers only) 
Total variance explained for the EL Followers only 
Component Initial Eigenvalues Extraction sums of squared 
loadings 
Rotation sums of squared 
loadings 
Total % of 
Variance 
Cumulative 
% 
Total % of 
Variance 
Cumulative 
% 
Total % of 
Variance 
Cumulative 
% 
1 22.896 33.670 33.670 22.896 33.670 33.670 16.750 24.632 24.632 
2 5.948 8.746 42.416 5.948 8.746 42.416 10.407 15.304 39.937 
3 4.232 6.224 48.641 4.232 6.224 48.641 5.817 8.554 48.491 
4 1.876 2.758 51.399 1.876 2.758 51.399 1.978 2.908 51.399 
5 1.778 2.614 54.013       
6 1.490 2.191 56.205       
65 0.117 0.172 99.569       
66 0.109 0.160 99.729       
67 0.096 0.142 99.871       
68 0.088 0.129 100.000       
Extraction method: principal component analysis 
 
Table 6.21 and Table 6.22 present the statistical results for the percentage of variance criterion 
for the MSI and OCS instruments respectively for the results for followers. 
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Table 6.21: The percentage of variance criterion for the MSI instrument (followers only) 
Total variance explained for the MSI 
Component Initial Eigenvalues Extraction sums of squared loadings Rotation sums of 
squared loadings 
Total % Variance Cumulative % Total %Variance Cumulative % Total 
1 9.453 31.511 31.511 9.453 31.511 31.511 5.292 
2 2.663 8.878 40.389 2.663 8.878 40.389 3.376 
3 2.554 8.515 48.904 2.554 8.515 48.904 2.682 
4 1.570 5.233 54.136 1.570 5.233 54.136 2.492 
5 1.320 4.398 58.535 1.320 4.398 58.535 2.166 
6 1.179 3.929 62.463 1.179 3.929 62.463 1.938 
7 1.065 3.549 66.012 1.065 3.549 66.012 1.858 
8 0.879 2.930 68.942     
9 0.822 2.740 71.682     
10 0.779 2.596 74.278     
11 0.744 2.480 76.759     
12 0.687 2.291 79.050     
29 0.192 0.639 99.555     
30 0.134 0.445 100.000     
Extraction method: principal component analysis 
 
Table 6.22: The percentage of variance criterion for the OCS (followers only) 
Total variance explained for the OCS 
Component Initial Eigenvalues Extraction sums of squared loadings Rotation sums of 
squared loadings 
Total % of Variance Cumulative % Total % Variance Cumulative % Total 
1 6.503 36.130 36.130 6.503 36.130 36.130 5.000 
2 2.364 13.135 49.266 2.364 13.135 49.266 2.903 
3 1.165 6.475 55.740 1.165 6.475 55.740 2.130 
4 0.953 5.293 61.033     
5 0.882 4.901 65.934     
6 0.855 4.751 70.685     
7 0.750 4.168 74.854     
8 0.692 3.843 78.697     
9 0.535 2.975 81.672     
10 0.517 2.871 84.543     
11 0.469 2.608 87.151     
12 0.414 2.302 89.453     
13 0.398 2.214 91.667     
14 0.355 1.973 93.640     
15 0.325 1.805 95.445     
16 0.291 1.616 97.061     
17 0.282 1.567 98.627     
18 0.247 1.373 100.000     
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Based on the above tables for KMO and Bartlett’s test of sphericity, commonalities and 
common variance analysis, it can be concluded that instruments used in the study exhibited 
KMO and Bartlett’s test of sphericity that are highly acceptable as the thresholds were 0.874 for 
the OCS, 0.887 for the MSI, 0.934 for the ESCI (leaders) and 0.714 for ESCI (followers). As 
discussed in Section 6.5a) the measures can be interpreted as follows: 0.90 and above, 
“marvellous”; 0.80 and above, “meritorious”; 0.70 and above, “middling” (Kaiser (1974:35). 
The commonalities of the three instruments are acceptable and the common variance analysis is 
highly significant. Based on the above results, it can be concluded that the tests were valid. 
 
6.6 ANOVA ANALYSIS  
6.6.1 ANOVA analysis of the ESCI instrument 
For this study, data was also analysed using ANOVA statistical analysis method. ANOVA is a 
statistical method for determining the existence of differences between several group means. 
ANOVA was used applied to EI, motivation score and organisational commitment to determine 
the homogeneity of variances (variability of scores) for the different groups. ANOVA analysis 
requires the analysis of different forms of variance (Aczel and Sounderpandian, 2009).  
According to Connolly (2007) cited in Hall (2010:97), homogeneity of variance test calculates 
the Levine statistic to test for the equality of group variance. When performing ANOVA test, 
the significance level of 0.05 or greater (p>0.05) is desirable. This means that the test is not 
significant. When the significance level is less than 0.05 (p<0.05) then the variances of the 
groups are all equal. However, if the significance level yield measures of p>0.05, then the 
assumption of homogeneity of the variance between the groups are valid.  For the p>0.05 yield 
measures to be meaningful, the size of the groups must be reasonably similar (Hall, 2010; 
Connolly 2007, Pallant, 2007). In this research, it follows that if p > .05, then the assumption of 
homogeneity of variance between the groups is valid.  
 
6.6.1.1 Test of homogeneity of variance  
The Levin test was used to investigate homogeneity between the groups on the variables of age, 
race, highest level of education, period working with leader, and department for the leaders as 
presented in Table 6.23. The results yield p = 0.32, 0.26, 0.55, 0.53, and 0.36 respectively for 
the leaders. Levine’s test was also used to investigate homogeneity between the groups on the 
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variables of age, race, highest level of education, period working with leader, and department 
for the followers. The results yield p = 0.24, 0.25, 0.083, 0.18 and 0.55 respectively. The results 
of the ANOVA test for the demographic variables of age, race, highest level of education, 
period working with leader and department provide sufficient evidence that the assumption of 
homogeneity between the groups on the demographic variables and leaders’ EI are valid.  
 
	  
Table 6.23: Test of homogeneity of variance 
  Levine statistic df1 df2 Sig. 
Age 
Leaders  
 
1.41 3 115 0.32 
Followers 1.89 4 430 0.24 
Race 
Leaders  
 
2.00 3 114 0.26 
Followers 1.85 3 430 0.25 
Education level 
Leaders  
 
0.78 3 116 0.55 
Followers 5.41 3 430 0.08 
Period 
Leaders  
 
1.04 3 113 0.53 
Followers 1.98 3 429 0.18 
Department 
Leaders  
 
1.28 8 107 0.36 
Followers 0.90 9 414 0.55 
 
6.6.1.2 One-way ANOVA EI variables and demographic variables 
One-way ANOVA was conducted to explore the mean scores of the EI clusters and EI 
dimensions as measured by the ESCI questionnaire completed by followers. Table 6.24 shows 
the followers’ one-way ANOVA results for the EI variables on demographic variables.  The 
results for the followers on age show no statistical difference at p<0.05 levels between the 
groups for all the 15 EI variables (self-awareness, achievement orientation, adaptability, 
positive outlook, empathy, organisational awareness, conflict management, mentoring and 
coaching, influence, inspirational leadership, teamwork, self-management, social awareness and 
relationship management) except self control. Of the 15 EI variables, 14 were considered to 
have no significant difference based on age, and all the 15 variables were considered to have no 
significant difference based on race. When ANOVA was conducted on educational level, only 
six of the 15 EI variables (self-awareness, positive outlook, organisational awareness, conflict 
management, teamwork, and positive outlook) were considered to have no significant difference 
based on educational level. The other nine EI variables were found to be significant at the 
p<0.05 level based on educational levels. When ANOVA was applied to the period worked with 
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current leader/within the current leadership position, seven of the 15 EI variables were 
considered to have no significant difference based on period (teamwork, inspirational 
leadership, coach and mentor, positive outlook, self-awareness, empathy and relationship 
management) while eight were found to be significant at p<0.05 level. When ANOVA was 
conducted on departments, nine of the EI variables were considered to have no significant 
difference based on department and only six were found to be significantly different at p<0.05 
level namely; achievement orientation, self-control, positive outlook, empathy, conflict 
management and social awareness. The one-way ANOVA test results for demographic variables 
of age, race, highest level of education, period working with leader and department provide 
sufficient evidence that the EI of leaders is influenced by all the selected demographic variables 
with education level and department having the least effect. 
 
Table 6.24: One-way ANOVA – followers  
 
Table 6.25 shows the leaders’ one-way ANOVA results for the EI variables on demographic 
variables. One-way ANOVA was conducted to explore the mean scores of the EI clusters and 
dimensions as measured by the ESCI questionnaire completed by leaders. The results show no 
ONE-WAY ANOVA  – FOLLOWERS 
 
EI dimensions and 
clusters AGE RACE 
 
ED. LEVEL PERIOD DEPART 
  F  Sig.  F  Sig.  F  Sig.  F  Sig.  F  Sig.  
Self-awareness 0.845 0.497 0.153 0.928 1.313 0.269 1.697 0.167 0.951 0.480 
Achievement orientation 2.335 0.055 1.361 0.254 3.058 0.028 3.840 0.010 2.089 0.029 
Adaptability 1.511 0.198 1.893 0.130 4.666 0.003 2.737 0.043 1.226 0.277 
Self-control 2.720 0.029 0.959 0.412 2.052 0.106 2.808 0.039 2.568 0.007 
Positive outlook 1.204 0.308 1.491 0.216 1.946 0.122 1.234 0.297 1.971 0.041 
Empathy 1.435 0.221 1.379 0.249 5.504 0.001 2.607 0.051 2.435 0.010 
Organisational awareness 1.058 0.377 0.639 0.590 1.090 0.353 3.430 0.017 1.494 0.148 
Conflict management 0.572 0.683 1.667 0.173 0.730 0.534 2.808 0.039 2.542 0.008 
Coach and mentor 1.349 0.251 0.488 0.690 4.552 0.004 1.089 0.353 1.221 0.280 
Influence 0.892 0.469 1.911 0.127 4.863 0.002 4.558 0.004 1.287 0.242 
Inspirational leadership 1.429 0.223 1.348 0.258 3.471 0.016 1.869 0.134 0.847 0.573 
Teamwork 1.682 0.153 1.656 0.176 1.217 0.303 1.283 0.280 1.228 0.276 
Self-management 1.141 0.336 1.549 0.201 3.471 0.016 2.888 0.035 1.948 0.044 
Social awareness 1.298 0.270 0.645 0.587 3.134 0.025 3.496 0.016 2.088 0.029 
Relationship management 0.644 0.631 0.980 0.402 3.313 0.020 1.882 0.132 1.453 0.163 
Total 1.341 0.313 1.224 0.356 2.959 0.127 2.596 0.106 1.707 0.174 
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statistical difference at p<0. 05 level in some EI variables mean scores and statistical difference 
in some. For age, 10 variables out of 15 had no significant difference; for race, six out of 15 
variables had no significant difference; for education level, nine out of 15 variables had no 
significant difference; for the period worked with current leader/within the current leadership 
position, all the 15 variables had no significant difference; and for department, 14 out of the 
the15 variables had no significant difference. The one-way ANOVA results for the leaders show 
that only the scores for race show a statistically significant difference at p<0.05 for the EI 
variables.  
 
Table 6.25: One-way ANOVA – leaders  
ONE-WAY ANOVA – LEADERS 
  AGE RACE ED. LEVEL PERIOD DEPART 
  F  Sig.  F  Sig.  F  Sig.  F  Sig.  F  Sig.  
Self-awareness 0.125 0.945 4.779 0.004 3.063 0.031 0.091 0.965 2.273 0.023 
Achievement orientation 1.705 0.170 2.169 0.095 5.264 0.002 1.335 0.267 1.002 0.443 
Adaptability 3.508 0.018 5.116 0.002 2.870 0.039 0.499 0.683 1.337 0.226 
Self-control 5.233 0.002 1.931 0.128 4.339 0.006 0.756 0.521 0.787 0.629 
Positive outlook 2.056 0.110 1.602 0.193 0.697 0.556 0.634 0.595 0.618 0.780 
Empathy 1.863 0.140 2.345 0.077 0.482 0.695 0.922 0.433 1.017 0.432 
Organisational awareness 3.796 0.012 4.977 0.003 2.302 0.081 0.656 0.581 1.755 0.085 
Conflict management 0.471 0.703 1.555 0.204 0.496 0.686 0.880 0.454 1.349 0.221 
Coach and mentor 1.867 0.139 3.835 0.012 2.084 0.106 0.648 0.586 1.027 0.423 
Influence 1.508 0.216 1.625 0.188 0.359 0.783 0.883 0.452 0.744 0.667 
Inspirational leadership 1.000 0.395 3.527 0.017 4.446 0.005 0.788 0.503 1.127 0.350 
Teamwork 1.124 0.342 3.976 0.010 2.148 0.098 2.006 0.117 0.867 0.557 
Self-management 2.971 0.035 2.792 0.044 4.372 0.006 0.743 0.528 0.915 0.515 
Social awareness 3.457 0.019 3.246 0.025 1.591 0.195 0.976 0.407 1.235 0.282 
Relationship management 1.666 0.178 4.094 0.008 1.767 0.157 1.022 0.386 1.129 0.349 
TOTAL 2.160 0.230 3.110 0.070 2.470 0.230 0.860 0.510 1.150 0.400 
6.6.2 ANOVA analysis of the MSI instrument 
Levine’s test was also used to investigate homogeneity between the groups on the variables of 
age, race, and highest level of education, period working with leader, and department for the 
followers on motivation source variables. Table 6.26 shows the results for the test of 
homogeneity of variance using age effect. The results for age yield p >0.05 for all the MSI 
variables. The results provide sufficient evidence that the assumption of homogeneity between 
the groups on the age demographic variable and follower motivation source is valid. 
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Table 6.26:  ANOVA analysis of the MSI instrument – age effect 
Test of homogeneity of variances – age effect 
Motivational source dimensions Levene statistic df1 df2 Sig. 
Intrinsic processes 1.158 4 430 0.329 
Instrumental motivation 1.964 4 430 0.099 
External self-concept 1.815 4 430 0.125 
Internal self-concept 0.588 4 430 0.672 
Goal internalisation 1.247 4 430 0.290 
 
Table 6.27 shows the results for the test of homogeneity of variance using education effect. The 
results for education effect yield p >0.05 for all the MSI variables. The results provide sufficient 
evidence that the assumption of homogeneity between the groups on the education demographic 
variable and follower motivation source is valid. 
 
Table 6.27: ANOVA analysis of the MSI instrument – education effect 
Test of homogeneity of variances – education 
Motivation sources dimensions Levene statistic df1 df2 Sig. 
Intrinsic processes 1.785 6 427 0.101 
Instrumental motivation 1.326 6 427 0.244 
External self-concept 1.059 6 427 0.387 
Internal self-concept 1.885 6 427 0.082 
Goal internalisation 1.886 6 427 0.082 
 
Table 6.28 shows the results for the test of homogeneity of variance using education effect 
(some variables combined). The results for education effect also yield p >0.05 for all the MSI 
variables. The results further provide sufficient evidence that the assumption of homogeneity 
between the groups on the education demographic variable and follower motivation source is 
valid. 
 
Table 6.28: ANOVA analysis of the MSI instrument – education effect (combined variables) 
Test of homogeneity of variances – education (some combined)  
Motivation sources dimensions Levene statistic df1 df2 Sig. 
Intrinsic processes  2.170 3 430 0.091 
Instrumental motivation 0.739 3 430 0.529 
External self-concept 1.220 3 430 0.302 
Internal self-concept 2.546 3 430 0.056 
Goal internalisation 2.076 3 430 0.103 
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Table 6.29 shows the results for the test of homogeneity of variance using period effect. The 
results for period effect also yield p >0.05 for all the MSI variables. The results provide 
sufficient evidence that the assumption of homogeneity between the groups on the period 
demographic variable and follower motivation source is valid. 
 
Table 6.29:  ANOVA analysis of the MSI instrument – period effect 
Test of homogeneity of variances – period effect 
Motivation sources dimensions Levene statistic df1 df2 Sig. 
Intrinsic process 1.363 3 429 0.253 
Instrumental motivation 1.229 3 429 0.299 
External self-concept 2.366 3 429 0.070 
Internal self-concept 0.489 3 429 0.690 
Goal internalisation 1.744 3 429 0.157 
 
Table 6.30 shows the results for the test of homogeneity of variance using race effect. The 
results for race effect also yield p >0.05 for all the MSI variables. The results provide sufficient 
evidence that the assumption of homogeneity between the groups on the race demographic 
variable and follower motivation source is valid. 
 
Table 6.30:  ANOVA analysis of the MSI instrument – race effect  
Test of homogeneity of variances  – race effect 
 Levene statistic df1 df2 Sig. 
 Intrinsic process 1.177 3 430 0.318 
 Instrumental motivation 2.078 3 430 0.102 
 External self-concept 1.118 3 430 0.342 
 Internal self-concept 1.480 3 430 0.219 
Goal internalisation 0.978 3 430 0.403 
 
Table 6.31 shows the results for the test of homogeneity of variance using department effect. 
The results for department effect unlike the other demographic variables yield p <0.05 for all 
the MSI variables. The results of less than 0.05 (p<0.05) means that the variances of the groups 
are all equal. The results provide sufficient evidence that the assumption of homogeneity 
between the groups on the department demographic variable and follower motivation source is 
not valid. 
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Table 6.31: ANOVA analysis of the MSI instrument – department effect 
Test of homogeneity of variances – department 
 Levene statistic df1 df2 Sig. 
Intrinsic processes 3.149 9 414 0.001 
Instrumental motivation 2.598 9 414 0.006 
External self-concept 3.894 9 414 0.000 
Internal self-concept 2.244 9 414 0.019 
 Goal internal 3.262 9 414 0.001 
 
One-way ANOVA was conducted to explore the mean scores of the motivational behaviour 
variables as measured by the MSI questionnaire completed by the followers. The results show 
no statistical difference at p<0.05 level in some MSI variables mean scores and statistical 
difference in some MSI variables. Table 6.32 shows the leaders’ one-way ANOVA results for 
the MSI variables on demographic variables. For age, two variables (intrinsic process 
motivation and goal internalisation) out of five had no significant difference; for race, all the 
five variables had no significant difference; for education level, one out of the five variables had 
no significant difference; for the period worked with current leader/within the current leadership 
position, none of the five variables had no significant difference, and for department, one out of 
the five had no significant difference. The one-way ANOVA results for the follower MSI 
revealed that only the race shows no significant statistically difference at p<0.05 for the 
motivation source inventory variables; all other demographic variable show statistical 
difference.   
 
Table 6.32: One-way ANOVA – MSI and demographic variables 
 
ONE-WAY ANOVA  – MSI 
 
  AGE RACE 
 
ED. LEVEL 
ED. LEVEL 
(Comb.) PERIOD DEPART 
  F  Sig.  F  Sig.  F  Sig.  F Sig.  F Sig.  F  Sig.  
Intrinsic 
process 
2.345 0.054 1.751 0.156 3.987 0.001 6.684 0.000 9.765 0.000 2.011 0.037 
Instrumental 4.655 0.001 1.074 0.360 3.094 0.006 4.870 0.002 8.694 0.000 2.135 0.026 
SC external  2.489 0.043 0.333 0.801 2.042 0.059 2.506 0.059 10.279 0.000 1.708 0.085 
SC internal 3.227 0.013 0.243 0.866 2.294 0.034 2.825 0.038 11.309 0.000 1.909 0.049 
Goal 
internalisatio
n 
2.339 0.055 0.209 0.890 3.166 0.005 3.227 0.022 13.051 0.000 2.595 0.006 
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6.6.3 ANOVA analysis of the organisational commitment instrument 
Levine’s test was also used to investigate homogeneity between the groups on the variables of 
age, race, highest level of education, period working with leader/period working in current 
leadership position, and department for the followers on organisational commitment variables. 
Table 6.33 shows the results for the test of homogeneity of variance using age effect. The 
results for age yield p >0.05 for normative commitment while the results for affective and 
continuance commitment variables yielded results of p<0.05. The results provide sufficient 
evidence that the assumption of homogeneity between the groups on the age demographic 
variable and follower organisational commitment is valid for the normative commitment 
variable at p= 0.224 but invalid for the other affective and continuance with p values at 0.007 
and 0.006 respectively. 
 
Table 6.33: ANOVA analysis of the organisational commitment instrument – age effect 
Test of homogeneity of variances – age 
OC dimensions Levene statistic df1 df2 Sig. 
Affective 3.545 4 430 0.007 
Normative 1.427 4 430 0.224 
Continuance 3.634 4 430 0.006 
 
 
Table 6.34 shows the results for the test of homogeneity of variance using race effect. The 
results for race yield p <0.05 for normative commitment, affective and continuance commitment 
variables with p values of p=0.036, 0.043 and 0 respectively.  The results provide evidence that 
the assumption of homogeneity between the groups on the race demographic variable and 
followers’ organisational commitment is invalid for all the three organisational commitment 
variables (affective, normative and continuance commitment). 
 
Table 6.34: ANOVA analysis of the organisational commitment instrument – race effect 
Test of homogeneity of variances – race 
 OC dimensions Levene statistic df1 df2 Sig. 
Affective 2.875 3 430 0.036 
Normative 2.739 3 430 0.043 
Continuance 7.048 3 430 0 
 
Table 6.35 shows the results for the test of homogeneity of variance using period effect. The 
results for period working with current leader/working in current leadership position yielded p 
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>0.05 for affective and continuance commitment with p values = 0.413, and 0.079 respectively. 
However, the results for normative commitment yielded results of p =0.040. The results provide 
sufficient evidence that the assumption of homogeneity between the groups on the period 
demographic variable and follower organisational commitment is valid for the affective and 
continuance commitment variables but invalid for the normative commitment variable. 
 
Table 6.35: ANOVA analysis of the organisational commitment instrument – period effect 
Test of homogeneity of variances – period effect 
OC dimensions Levene statistic df1 df2 Sig. 
Affective 0.957 3 429 0.413 
Normative 2.802 3 429 0.040 
Continuance 2.275 3 429 0.079 
 
Table 6.36 shows the results for the test of homogeneity of variance using education effect. The 
results for educational level yielded results of p >0.05 for affective and normative commitment 
with p values = 0.351, and 0.305 respectively. However, the results for continuance 
commitment yielded results of p =0.016. The results provide sufficient evidence that the 
assumption of homogeneity between the groups on the education demographic variable and 
follower organisational commitment is valid for the affective and normative commitment 
variables but invalid for the continuance commitment variable. 
 
Table 6.36: ANOVA analysis of the organisational commitment instrument – education effect 
Test of homogeneity of variances – education 
OC dimensions Levene statistic df1 df2 Sig. 
Affective 1.095 3 430 0.351 
Normative 1.213 3 430 0.305 
Continuance 3.466 3 430 0.016 
 
Table 6.37 shows the results for the test of homogeneity of variance using department effect. 
The results for department effect also yield p >0.05 for all of the organisational commitment 
variables. The results provide sufficient evidence that the assumption of homogeneity between 
the groups on the department demographic variable and follower organisational commitment is 
valid. 
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Table 6.37: ANOVA analysis of the organisational commitment instrument – department effect 
Test of homogeneity of variances – department 
OC dimensions Levene statistic df1 df2 Sig. 
Affective 1.132 9 414 0.339 
Normative 1.094 9 414 0.366 
Continuance 0.893 9 414 0.532 
 
One-way ANOVA was conducted to explore the mean scores of the organisational commitment 
variables as measured by the organisational commitment questionnaire completed by the 
followers. The results show no statistical difference at p<0.05 levels in some organisational 
commitment variables mean scores and statistical difference in some. Table 6.38 shows the 
followers’ one-way ANOVA results for the organisational commitment variables on 
demographic variables. For age, two variables out of three had no significant difference; for 
race, one out of three had no significant difference; for education level, all three variables had 
no significant difference; for the period worked with current leader/within the current leadership 
position, all three variables had no significant difference, and for department, one out of the 
three had no significant difference. The one-way ANOVA results for the follower 
organisational commitment found that only age shows no statistically significant difference at 
p<0.05 for the organisational commitment variables, while all other demographic variables 
show statistical difference.   
 
Table 6.38: One-way ANOVA – organisational commitment and demographic variables 
 
6.7  CORRELATIONAL ANALYSIS 
As outlined in section 5.6.2.2, correlation analysis was used to determine the strength of the 
relationship between leaders’ EI and followers’ motivation sources inventory and between 
 ONE-WAY ANOVA  – MSI 
 
  AGE RACE ED. LEVEL PERIOD DEPART 
 OC dimensions F  Sig.  F  Sig.  F  Sig.  F Sig.  F Sig.  
Affective 0.778 0.540 0.368 0.776 6.615 0.000 6.442 0.000 2.449 0.010 
Normative 2.078 0.083 6.055 0.000 7.611 0.000 3.372 0.018 2.033 0.035 
Continuance 3.562 0.007 8.433 0.000 10.741 0.000 2.899 0.035 1.216 0.283 
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leaders’ EI and followers’ organisational commitments. 1=perfect positive linear correlation, 
0=no correlation (no linear association), and -1=perfect negative linear correlation.  
In Table 6.39, the correlational analysis results for EI and organisational commitment are 
presented. The relationship between EI and organisational commitment was found to be 
statistically significant at the p ≤0.01 levels.  The correlation results for the relationship between 
EI and organisational commitment indicate a moderate relationship exists. The strongest 
relationships were found between EI and affective organisational commitment, (r = 0.528; p < 
0.01) and the weaker relationships were found between EI and continuance organisational 
commitment (r = 0.175; p <0.01). This result indicates that EI was positively correlated with 
affective organisational commitment, but moderately correlated with continuance organisational 
commitment. 
 
Table 6.39: Correlation of EI dimensions and organisational commitment 
 Affective Normative Continuance 
EI dimensions N 435 435 435 
Self-awareness Correlation 0.389** 0.380** 0.227** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Achievement 
orientation 
Correlation 0.505** 0.465** 0.175** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Adaptability Correlation 0.473** 0.448** 0.322** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Self-control Correlation 0.528** 0.502** 0.270** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Positive outlook Correlation 0.403** 0.388** 0.195** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Empathy Correlation 0.406** 0.418** 0.253** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Organisational 
awareness 
Correlation 0.438** 0.456** 0.231** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Conflict management Correlation 0.425** 0.385** 0.202** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Coach and mentor Correlation 0.461** 0.462** 0.302** 
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Sig. 2-tailed <0.001 <0.001 <0.001 
Influence Correlation 0.452** 0.472** 0.300** 
Sig. 2-tailed v <0.001 <0.001 
Inspirational leadership Correlation 0.468** 0.453** 0.255** 
Sig. 2-tailed <0.001 <0.001 <0.001 
Teamwork Correlation .527** .420** .212** 
Sig. 2-tailed <0.001 <0.001 <0.001 
 
Table 6.40, the correlational analysis results of EI dimensions and motivational behaviour 
sources dimensions are presented. EI dimensions and MSI dimensions were found to be related 
and statistically significant at the p < 0.01 level, except for self-awareness and intrinsic 
motivation (r = 0.096; p =0.045); self-awareness and instrumental (r = 0.001; p = 0.985); self-
management adaptability and instrumental (r = 0.083; p = 0.084); and self-management 
achievement and instrumental (r = 0.061; p = 0.203). The correlation results for the relationship 
between EI and MSI indicate a moderate to weak relationship. The strongest relationships were 
found between the EI and MSI particularly goal internalisation, (r = 0.245; p = 0.000) and the 
weaker relationships were found between EI and MSI, specifically instrumental (r =-0.001; p = 
0.985) This result indicates that EI was positively correlated with MSI goal internalisation, but 
weakly correlated with MSI instrumental. 
 
Table 6.40: Correlation of EI dimensions and motivation sources  
 Intrinsic Process 
Instrumental 
motivation 
Self-concept 
external 
Self-concept 
internal 
Goal 
internalisation 
Self-awareness Correlation 0.096* -0.001 0.126** 0.166** 0.127** 
Sig. 0.045 0.985 0.009 0.001 0.008 
Achievement 
orientation 
Correlation 0.154** 0.061 0.220** 0.228** 0.215** 
Sig. .001 0.203 <0.001 <0.001 <0.001 
Adaptability Correlation 0.180** 0.083 0.186** 0.205** 0.199** 
Sig. <0.001 0.084 <0.001 <0.001 <0.001 
Self-control Correlation 0.172** 0.011 0.223** 0.257** 0.193** 
Sig. <0.001 0.814 <0.001 <0.001 <0.001 
Positive outlook Correlation 0.152** 0.140** 0.158** 0.190** 0.220** 
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Sig. 0.001 0.004 0.001 <0.001 <0.001 
Empathy Correlation 0.145** 0.084 0.120* 0.145** 0.144** 
Sig. 0.003 0.080 0.012 0.003 0.003 
Organisational 
awareness 
Correlation 0.162** 0.062 0.174** 0.202** 0.141** 
Sig. 0.001 0.198 <0.001 <0.001 0.003 
Conflict 
management 
Correlation 0.119* 0.067 0.184** 0.158** 0.139** 
Sig. 0.013 0.161 <0.001 0.001 0.004 
Coach and 
mentor 
Correlation 0.116* 0.056 0.124** 0.127** 0.128** 
Sig. 0.016 0.244 0.010 0.008 0.008 
Influence Correlation 0.168** 0.102* 0.194** 0.209** 0.200** 
Sig. <0.001 0.034 <0.001 <0.001 <0.001 
Inspirational 
leadership 
Correlation 0.161** 0.083 0.200** 0.191** 0.184** 
Sig. 0.001 0.083 <0.001 <0.001 <0.001 
Teamwork Correlation 0.193** 0.149** 0.248** 0.265** 0.246** 
Sig. <0.001 0.002 <0.001 <0.001 <0.001 
 
 
6.8 REGRESSION ANALYSIS 
Multiple regression analysis was used to extract potential variables that could predict the impact 
of increasing scores in EI and its relationship to motivation behaviour and organisational 
commitment of followers. Based on multiple regression analysis, it was possible to determine if 
the dependent variables – namely motivational behaviour and organisational commitment – had 
a correlation with leaders’ EI measured by the ESCI, MSI and OCS instruments. Table 6.41 
represents the model summary of the regression analysis of organisational commitment of 
followers and EI of leaders. 
 
As shown in Table 6.41, the correlation coefficient of 0.598 for affective; 0.570 for normative 
and 0.406 for continuance suggests that the number of followers under a leader and the level of 
EI within a leader has an effect to move followers to be committed to their organisation, and it 
has a strong linear relationship. Table 6.41 also includes the coefficient of determination (R 
square), which indicates that the differences in the number of followers under a leader in a team, 
shows a 35.83 per cent for affective, 32.5 per cent for normative and 16.5 per cent for 
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continuance commitment of differences in leaders’ use of EI to move followers to commit to 
their organisation. Further, the ANOVA produces a p-value of 0.000 for all in Table 6.43, which 
obviously lies below the p-value of 0.05. This indicates a significant relationship. As such, it 
can be concluded that the level of EI within a leader determines how effective he/she can be in 
moving followers to commit to their organisation, and this changes significantly with respect to 
the commitment levels of followers in the group. 
 
Table 6.41: Regression: organisational commitment  = EI model summary 
Model R R square Adjusted R square Std. error of the estimate 
1   Affective 0.598a 0.358 0.340 0.61903 
2   Normative 0.570a 0.325 0.306 0.64102 
3   Continuance 0.406a 0.165 0.141 0.56158 
a. Predictors: (Constant), EI_Relation_Man_Teamwork_M, EI_Self_Awareness_M, EI_Self_Man_SelfControl_M, 
EI_Relation_Man_Conflict_M, EI_Self_Man_Adaptability_M, EI_Self_Man_Achievemt_M, 
EI_Self_Man_PositiveOut_M, EI_Social_Aware_Empathy_M, EI_Relation_Man_CoachMentor_M, 
EI_Relation_Man_Inspirational_M, EI_Social_Aware_Organizatn_M, EI_Relation_Man_Influence_M 
 
Table 6.42 represents the model summary of the regression analysis of motivation sources 
inventory of followers and EI of leaders. 
 
Table 6.42: Regression: MSI = EI model summary 
Model R R square Adjusted R square Std. error of the estimate 
1   Intrinsic 0.239a 0.057 0.030 0.63463 
2   Instrumental 0.262a 0.068 0.042 0.77063 
3   External motivation 0.322a 0.103 0.078 0.58282 
4   Internal motivation 0.346a 0.120 0.095 0.53699 
5   Goal internalisation 0.337a 0.114 0.088 0.58532 
a. Predictors: (Constant), EI_Relation_Man_Teamwork_M, EI_Self_Awareness_M, EI_Self_Man_SelfControl_M, 
EI_Relation_Man_Conflict_M, EI_Self_Man_Adaptability_M, EI_Self_Man_Achievemt_M, 
EI_Self_Man_PositiveOut_M, EI_Social_Aware_Empathy_M, EI_Relation_Man_CoachMentor_M, 
EI_Relation_Man_Inspirational_M, EI_Social_Aware_Organisatn_M, EI_Relation_Man_Influence_M 
The correlation coefficient of 0.239 for intrinsic; 0.262 for instrumental; 0.322 for external; 
0.346 for internal and 0.337 for goal internalisation suggests that the number of followers under 
a leader and the level of leader’s EI has an effect on the motivation of followers, and it has a  
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relatively strong linear relationship. Table 6.42 also includes the coefficient of determination, 
which indicates that differences in the number of followers under a leader in a team, shows a 
5.7 per cent for intrinsic; 6.8 per cent for instrumental; 10.3 per cent for external; 12 per cent for 
internal and 11.4 per cent for goal internalisation, differences in leaders’ use of EI. Further, the 
ANOVA produces a p-value of 0.000 for all of Table 6.44, which obviously lies below all p-
values. As such, it can be concluded that the level of EI within a leader determines how 
effective he/she can be in motivating followers, and this changes significantly with respect to 
the motivational source of followers in the group. 
 
Table 6.43 represents the model summary of the regression analysis of organisational 
commitment of followers and EI of leaders using ANOVA. 
 
Table 6.43: Regression: organisational commitment and EI: ANOVAa 
Regression: organisational commitment and EI: ANOVAa 
Model Sum of squares df Mean square F Sig. 
 
1 Affective 
Regression 90.212 12 7.518 19.618 0.000b 
Residual 161.711 422 0.383   
Total 251.923 434    
2 Normative Regression 83.516 12 6.960 16.938 0.000b 
Residual 173.401 422 0.411   
Total 256.917 434    
3 Continuance Regression 26.265 12 2.189 6.940 0.000b 
Residual 133.086 422 0.315   
Total 159.351 434    
a. Dependent Variable: 1:OC_Affective_M ;  2: OC_Normative_M; 3: OC_Continuance_M. 
b. Predictors: (Constant), EI_Relation_Man_Teamwork_M, EI_Self_Awareness_M, EI_Self_Man_SelfControl_M, 
EI_Relation_Man_Conflict_M, EI_Self_Man_Adaptability_M, EI_Self_Man_Achievemt_M, 
EI_Self_Man_PositiveOut_M, EI_Social_Aware_Empathy_M, EI_Relation_Man_CoachMentor_M, 
EI_Relation_Man_Inspirational_M, EI_Social_Aware_Organisatn_M, EI_Relation_Man_Influence_M 
 
At p = 0.05 level of significance, there exists enough evidence to conclude that the slope of the 
population regression line is not zero and, hence, that EI is useful as a predictor of 
organisational commitment. As illustrated in Table 6.43 the multivariate model produced R2= 
0.383, F = 19.618, and was statistically significant (p = 0.000).  The twelve dimensions of 
manager El explained approximately 38 per cent of the variance in subordinate affective 
organisational commitment. As illustrated in Table 6.43, a high value of F in all three 
209	  
	  
organisational commitment dimensions means that there are more chances of the null 
hypothesis being rejected, which means that the level of EI of a leader and organisational 
commitment levels are different. The F-value for affective commitment is 19.618; normative is 
16.938 and continuance is 6.940, which means that the value is pretty high and that the level of 
EI of a leader and organisational commitment levels of subordinates will be different. On the 
other hand, the significance for all is 0.000. Which means that the level of EI of a leader and 
organisational commitment levels of subordinates are not equal. So, it can be concluded from 
both the F value and the Sig. value that the two variables are indeed different from each other 
and that they affect the subordinates in a different manner.  
 
Table 6.44 represents the model summary of the regression analysis of motivation sources 
inventory of followers and EI of leaders using ANOVA. 
	  
Table 6.44:  Regression: MSI intrinsic and EI ANOVAa 
 Regression: MSI intrinsic and EI ANOVAa 
Model Sum of squares df Mean square F Sig. 
1 Intrinsic Regression 10.261 12 0.855 2.123 0.015b 
Residual 169.964 422 0.403   
Total 180.225 434    
2 Instrumental Regression 18.407 12 1.534 2.583 0.003b 
Residual 250.613 422 0.594   
Total 269.020 434    
3  External SC Regression 16.539 12 1.378 4.057 0.000b 
Residual 143.346 422 0.340   
Total 159.885 434    
4  Internal SC Regression 16.596 12 1.383 4.796 0.000b 
Residual 121.686 422 0.288   
Total 138.282 434    
5 Goal internalisation Regression 18.514 12 1.543 4.503 0.000b 
Residual 144.576 422 0.343   
Total 163.091 434    
a. Dependent variable:1. MSI –Intrinsic; 2. MSI –Instrumental;  3. MSI –External;  4. MSI – Internal. 
b. Predictors: (Constant), EI_Relation_Man_Teamwork_M, EI_Self_Awareness_M, EI_Self_Man_SelfControl_M, 
EI_Relation_Man_Conflict_M, EI_Self_Man_Adaptability_M, EI_Self_Man_Achievemt_M, 
EI_Self_Man_PositiveOut_M, EI_Social_Aware_Empathy_M, EI_Relation_Man_CoachMentor_M, 
EI_Relation_Man_Inspirational_M, EI_Social_Aware_Organisatn_M, EI_Relation_Man_Influence_M 
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As illustrated in Table 6.44, a high value of F in all five motivational behaviour source levels 
means that there is more chance of the null hypothesis being rejected, which means that the 
level of EI of a leader and organisational commitment levels are different. The F-value for 
intrinsic is 2.123; instrumental is 2.563; external is 4.057; internal is 4.796; and goal 
internalisation is 4.503 which means that the value is pretty high and that the level of EI of a 
leader and motivational sources of subordinates will be different. On the other hand, the 
significance level tells us the confidence level of supporting the alternate hypothesis is high. 
Here the Sig. is all 0.000, except intrinsic motivation which is 0.015, which means that (1- 
0.000 = 1.000), in other words, there is 100 per cent confidence that the alternate hypothesis is 
accepted for all the other motivation sources and 98.5 per cent for intrinsic motivation, and that 
the level of EI of a leader and motivational sources of subordinates are not equal. As such, it can 
be concluded that from both the F value and the Sig. value, the two variables are indeed 
different from each other and that they affect the subordinates in a different manner.  
 
At the p ≤ 0.05 level of significance, there exists enough evidence to conclude that the slope of 
the population regression line is not zero and, hence, that a high level of leaders’ EI is useful as 
a predictor of subordinates’ motivational behaviour. As illustrated in Table 6.44, the 
multivariate model produced a minimum of R2= 0.288, F = 2.123, and was statistically 
significant (p = 0.000).  The twelve dimensions of leaders’ El explained approximately a 
minimum of 28.8 per cent of the variance in subordinate motivational behaviour. 
 
6.9 HYPOTHESIS TESTING   
In the findings of the empirical study, several findings contributed to the hypotheses stated in 
the framework of the study. In this section the researcher determined whether the hypothesised 
relationships between leaders’ EI and followers’ motivational behaviour and organisational 
commitment could be supported or not.  
 
To determine whether the hypothesised relationships between leaders’ EI and followers’ 
motivational behaviour could be supported or not, Hypothesis H1, H2, H3, H4, and their sub 
hypothesis were tested. Firstly, in the case of the first hypotheses, namely: 
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H1: There is a positive linear relationship between leaders’ self-awareness and motivational 
behaviour. 
 
Sub hypothesis H1.1:  There is a positive linear relationship between leaders’ emotional self-
awareness and intrinsic processes of motivation. 
 
Table 6.45: Correlation – EI self-awareness and intrinsic processes motivation 
Intrinsic processes motivation  Correlation 0.096* 
Sig.  0.045 
N 435 
* p≤ 0.05   
As depicted in Table 6.45, there is a weak but significant correlation between leaders’ emotional 
self-awareness and intrinsic processes of motivation, as r = 0.096 at p ≤ 0.045. Sub-hypothesis   
H1.1 is thus supported. 
 
Sub hypothesis H1.2: There is a positive linear relationship between leaders’ emotional self-
awareness and instrumental motivation. 
 
Table 6.46: Correlation – EI self-awareness and instrumental motivation 
Instrumental motivation Correlation -0.001* 
Sig.  0.985 
N 435 
 * p≤ 0.05   
As depicted in Table 6.46, there is a negative insignificant correlation between leaders’ 
emotional self-awareness and instrumental motivation, as (r = -0.001; p = 0.985). Sub 
hypothesis  H 1.2 is thus not supported. 
 
Sub hypothesis H1.3: There is a positive linear relationship between a leader’s emotional self-
awareness and external self-concept. 
	  
Table 6.47: Correlation – EI self-awareness and external self-concept 
External self-concept Correlation 0.126** 
Sig.  0.009 
N 435 
** p≤ 0.01   
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As depicted in Table 6.47, there is a weak positive correlation between a leader’s emotional 
self-awareness and external self-concept (r = 0.126; p ≤ 0.01). Therefore Sub-hypothesis H1.3 is 
supported. 
 
Sub hypothesis H1.4: There is a positive linear relationship between a leader’s emotional self-
awareness and internal self-concept. 
	  
Table 6.48: Correlation – EI self-awareness and internal self-concept 
 Internal self-concept Correlation 0.166** 
Sig.  0.001 
N 435 
** p≤ 0.01   
As depicted in Table 6.48, there is a positive weak correlation between a leader’s emotional 
self-awareness and internal self-concept, as (r = 0.166; p≤ 0.01) Therefore sub-hypothesis H 1.4 
is thus supported. 
 
Sub hypothesis H1.5: There is a positive linear relationship between a leader’s emotional self-
awareness and goal internalisation motivation. 
 
Table 6.49:  Correlation – EI self-awareness and goal internalisation 
Goal Internalisation Correlation 0.127** 
Sig.  0.008 
N 435 
 ** p≤ 0.01   
As depicted in Table 6.49, there is a positive weak correlation between a leader’s emotional 
self-awareness and goal internalisation, as (r = 0.127) and the p – value confirms the same .008 
≤ 0.01, thus sub-hypothesis H1.5 is thus supported.  
It can be concluded from the above hypothesis (H1.1 – H1.5) that there is an overall positive but 
weak relationship between leaders’ emotional self-awareness and all the motivational sources, 
except with instrumental motivation behaviour which has a negative insignificant relationship.  
Based on this finding, H1 is thus supported. 
 
In the case of the second hypotheses, namely 
H2: There is a positive linear relationship between leaders’ self-management and motivational 
behaviour. 
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Table 6.50: Correlation – self-management and motivation sources 
 Achievement orientation Adaptability Self-control Positive out 
 
Intrinsic process 
 N 435 435 435 435 
Correlation 0.154** 0.180** 0.172** 0.152** 
Sig.  <0.001 <0.001 <0.001 <0.001 
Instrumental 
motivation 
Correlation 0.061 0.083 0.011 0.140** 
Sig.  0.203 0.084 0.814 0.004 
External self-concept Correlation 0.220** 0.186** 0.223** 0.158** 
Sig.  <0.001 <0.001 <0.001 <0.001 
Internal self-concept Correlation 0.228** 0.205** 0.257** 0.190** 
Sig.  <0.001 <0.001 <0.001 <0.001 
Goal internal Correlation 0.215** 0.199** 0.193** 0.220** 
Sig.  <0.001 <0.001 <0.001 <0.001 
** p≤ 0.01   
 
Sub hypothesis H2.1: There is a positive linear relationship between a leader’s self-management 
and intrinsic processes of motivation.  
As depicted in Table 6.50 there is a positive weak correlation between a leader’s self-
management and intrinsic processes of motivation, as the r values ranges from 0.152 for 
positive outlook, 0.172 for self control, 0.180 for adaptability and 0.154 for achievement 
orientation with p values all <0.001. This indicates positive correlations between leaders’ self-
management and followers’ intrinsic processes. Therefore sub-hypothesis H 2.1 is thus 
supported. 
 
Sub hypothesis H2.2: There is a positive linear relationship between a leader’s self-management 
and instrumental motivation. 
As indicated in Table 6.50, there is positive but weak correlation between a leader’s self-
management and instrumental motivation the r and p values for leader’s self-management; 
achievement r = 0.061, p = 0.203: adaptability r = 0.083, p = 0.084: self-control r = 0.011, p = 
0.814: and positive outlook r = 0.140, p = 0.004. Therefore sub-hypothesis H 2.2 is not 
supported. 
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Sub hypothesis H2.3: There is a positive linear relationship between a leader’s self-management 
and external self- concept.  
As depicted in Table 6.50, there is a positive but weak correlation between a leader’s self-
management and external self-concept, the r ranges from leader’s self-management; 
achievement r = 0.220: adaptability r = 0.186: self -control r = 0.223: and positive outlook r = 
0.158. The p-values, are considerably less than 0.01 and are <0.001; <0.001; <0.001 and 0.001 
respectively. Therefore sub-hypothesis H 2.3 is supported. 
 
Sub hypothesis H2.4: There is a positive linear relationship between a leader’s self-management 
and internal self- concept. 
As depicted in Table 6.50, there is positive but weak correlation between a leader’s self-
management and internal self-concept, the r ranges for leader’s self-management; achievement 
orientation r = 0.228, p <0.001; adaptability r = 0.205, p <0.001 : self -control r = 0.257, p 
<0.001: and positive outlook r = 0.190, p <0.001. Therefore sub-hypothesis H 2.4 is supported. 
 
Sub hypothesis H2.5: There is a positive linear relationship between a leader’s self-management 
and goal internalisation. 
As indicated in Table 6.50, there is positive but weak correlation between a leader’s self-
management and goal internalisation. The r and p values for leader’s self-management are; 
achievement r = 0.255, p<0.001: adaptability r = 0.199, p<0.001: self-control r = 0.193, <0.001: 
and positive outlook r = 0.220, p<0.001. Therefore sub-hypothesis H 2.5 is supported. .  
 
It can be concluded from the above hypothesis (H2.1 – H2.5) that there is an overall positive but 
weak relationship between leaders’ emotional self-management and all the motivational sources 
as operationalised by intrinsic processes, external self-concept, internal self-concept, goal 
internalisation, and instrumental motivation. Based on this finding, H2 is thus supported. 
 
In the case of the third hypotheses, namely: 
H3: There is a positive linear relationship between leaders’ social awareness and motivational 
behaviour. 
Table 6.51: Correlations – social awareness and motivation sources dimensions 
 Empathy Organisational awareness 
  
Intrinsic process 
N 435 435 
Correlation 0.145** 0.162** 
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Sig.  0.003 <0.001 
Instrumental 
motivation 
Correlation 0.084 0.062 
Sig.  0.080 0.198 
SC external Correlation 0.120* 0.174** 
Sig.  0.012 <0.001 
SC internal Correlation 0.145** 0.202** 
Sig.  0.003 <0.001 
Goal internal Correlation 0.144** 0.141** 
Sig.  0.003 0.003 
 
Sub hypothesis H3.1: There is a positive linear relationship between a leader’s social awareness 
and intrinsic processes of motivation.  
As indicated in Table 6.51, there is positive but weak correlation between a leader’s social 
awareness and intrinsic processes of motivation. The r and p values are as follows; empathy and 
(r = 0.145, p=0.003) and organisational awareness (r = 0.162; p=0.001.). Therefore sub-
hypothesis H 3.1 is supported. 
 
Sub hypothesis H3.2: There is a positive linear relationship between a leader’s social awareness 
and instrumental motivation.  
As indicated in Table 6.51, there is a positive but weak correlation between a leader’s social 
awareness and instrumental motivation. The r and p values are as follows; empathy (r = 0.084, 
p=0.080);  and organisational awareness (r = 0.062; p= 0.198), Therefore sub-hypothesis H3.2 is 
supported. 
 
Sub hypothesis H3.3: There is a positive linear relationship between a leader’s social awareness 
and external self- concept.  
As indicated in Table 6.51, there is a positive but weak correlation between a leader’s social 
awareness and external self-concept. The r and p values are as follows;  empathy (r = 0.120; p= 
0.012) and organisation (r = 0.174; p<0.001). The p-values are considerably less than 0.05. 
Therefore sub-hypothesis H3.3 is supported. 
 
Sub hypothesis H3.4: There is a positive linear relationship between a leader’s social awareness 
and internal self- concept.  
As indicated in Table 6.51, there is a positive but weak correlation between a leader’s social 
awareness and internal self-concept. The r and p values are as follows;  empathy (r = 0.145; 
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p<0.001) and organisational awareness (r = 0.202; p = 0.003) The p-values are considerably less 
than 0.01. Therefore sub-hypothesis H3.4 is supported. 
 
Sub hypothesis H3.5: There is a positive linear relationship between a leader’s social awareness 
and goal internalisation.  
As indicated in Table 6.51, there is positive but correlation between a leader’s social awareness 
and goal internalisation. The p a r values are as follows; empathy (r = 0.144; p=0.003) and 
organisational awareness (r = 0.141, 0.003). The p-values are considerably less than 0.01. 
Therefore sub-hypothesis H3.5 is supported. 
 
It can be concluded from the above hypothesis (H3.1 – H3.5) that there is an overall positive but 
weak relationship between leaders’ social awareness and all the motivational sources, except 
with instrumental motivation behaviour.  Based on this finding, H3 is thus supported 
 
In the case of the fourth hypotheses, namely 
H4: There is a positive linear relationship between leaders’ relationship management and 
motivational behaviour. 
Table 6.52: Correlation – relationship management and motivation sources dimensions 
 
Conflict 
management 
Coach and 
mentor Influence 
Inspirational 
leadership Teamwork 
 
Intrinsic process 
N 435 435 435 435 435 
Correlation 0.119* 0.116* 0.168** 0.161** 0.193** 
Sig.  0.013        0.016 <0.001 0.001 <0.001 
Instrumental 
motivation 
Correlation 0.067 0.056 0.102* 0.083 0.149** 
Sig.  0.161 0.244 0.034 0.083 0.002 
External self-concept Correlation 0.184** 0.124** 0.194** 0.200** 0.248** 
Sig.  <0.001 0.010 <0.001 <0.001 <0.001 
Internal self-concept Correlation 0.158** 0.127** 0.209** 0.191** 0.265** 
Sig.  0.001 0.008 <0.001 <0.001 <0.001 
Goal internalisation Correlation 0.139** 0.128** 0.200** 0.184** 0.246** 
Sig.  0.004 0.008 <0.001 <0.001 <0.001 
 
 
Sub hypothesis H4.1: There is a positive linear relationship between a leader’s relationship 
management and intrinsic processes of motivation. 
As depicted in Table 6.52, there is a positive but weak correlation between a leader’s 
relationship management and intrinsic processes of motivation. The r and p values are as 
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follows; conflict management (r = 0.119; p=0.013) coach and mentor (r = 0.116; p = 0.016) 
influence ( r = 0.168; p<0.001) inspirational leadership ( r = 0.161; p<0.001) and teamwork (r = 
0.193; p<0.001), The p-values are considerably less than 0.05. Therefore sub-hypothesis H4.1 is 
supported. 
 
Sub hypothesis H4.2: There is a positive linear relationship between a leader’s relationship 
management and instrumental motivation. 
As indicated in Table 6.52, there is a positive but very weak correlation between a leader’s 
relationship management and instrumental motivation. The r and p values are as follows; 
conflict management (r = 0.067; p = 0.161) coach and mentor (r = 0.056; p = 0.244) influence (r 
= 0.102; p = 0.034) inspirational leadership (r = 0.083; p = 0.083) and teamwork (r = 0.149; 
p=0.002). Based on the p-values, therefore, sub-hypothesis H4.2 is not supported. 
 
Sub hypothesis H4.3: There is a positive linear relationship between a leader’s relationship 
management and external self-concept. 
As indicated in Table 6.52, there is positive but weak correlation between a leader’s relationship 
management and external self-concept. The r and p values are as follows; conflict management 
(r = 0.184; p<0.001) coach and mentor (r = 0.124; p = 0.010) influence (r = 0.194; p<0.001) 
inspirational leadership (r = 0.200; p<0.001) and teamwork (r = 0.248; p<0.001). The p-values 
are considerably less than 0.05. Therefore sub-hypothesis H4.3 is supported.  
 
Sub hypothesis H4.4: There is a positive linear relationship between a leader’s relationship 
management and internal self-concept. 
As indicated in Table 6.52, there is positive but weak correlation between a leader’s relationship 
management and internal self-concept. The r and p values are as follows; conflict management 
(r = 0.152; p = 0.001) coach and mentor (r = 0.127; p = 0.008) influence (r = 0.209; p <0.001 ) 
inspirational leadership (r = 0.199; p<0.001) and teamwork (r= 0.265; p<0.001). Therefore sub-
hypothesis H4.4 is supported.  
 
Sub hypothesis H4.5: There is a positive linear relationship between a leader’s relationship 
management and goal internalisation. 
As depicted in Table 6.52, there is positive but weak correlation between a leader’s relationship 
management and goal internalisation. The r and p values are as follows; conflict management (r 
= 0.139; p = 0.004); coach and mentor (r = 0.128; p = 0.008) influence (r = 0.200; p<0.001) 
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inspirational leadership (r = 0.184; p<0.001); and teamwork (r= 0.246; p<0.001). Therefore sub-
hypothesis H4.5 is supported.  
 
It can be concluded from the above hypothesis (H4.1 – H4.5) that there is an overall positive but 
weak relationship between leaders’ relationship management and all the motivational sources, 
except with instrumental motivation behaviour which has a very weak correlation and not 
significant.  Based on this finding, H4 is thus supported. 
 
To determine whether the hypothesised relationships between leaders’ EI and followers’ 
organisational commitment could be supported or not, Hypothesis H5, H6, H7, H8, and their sub 
hypothesis were tested. In the case of the fifth hypotheses, namely: 
H5: There is a positive linear relationship between leaders’ self-awareness and organisational 
commitment. 
	  
Table 6.53: Correlation results – self-awareness and organisational commitment dimensions 
Organisational commitment dimensions Self-awareness 
 
Affective 
N 435 
Correlation 0.389** 
Sig. 2-tailed <0.001 
Normative Correlation 0.380** 
Sig. 2-tailed <0.001 
Continuance Correlation 0.227** 
Sig. 2-tailed <0.001 
** p≤ 0.01   
 
Sub hypothesis H5.1: There is a positive linear relationship between a leader’s emotional self-
awareness and affective organisational commitment. 
As indicated in Table 6.53, there is a relatively strong positive correlation between a leader’s 
emotional self-awareness and affective organisational commitment.  The correlation value r = 
0.389 while the p value is <0.001. Therefore sub-hypothesis H5.1 is supported.  
 
Sub hypothesis H5.2: There is a positive linear relationship between a leader’s emotional self-
awareness and continuance organisational commitment. 
As indicated in Table 6.53, there is a relatively strong positive correlation between a leader’s 
emotional self-awareness and continuance organisational commitment.  The correlation value r 
= 0.380 while the p-value is <0.001. Therefore sub-hypothesis H5.2 is supported. 
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Sub hypothesis H5.3: There is a positive linear relationship between a leader’s emotional self-
awareness and normative organisational commitment. 
As depicted in Table 6.53, there is a relatively strong positive correlation between a leader’s 
emotional self-awareness and normative organisational commitment. The correlation value r = 
0.227 while the p-value is <0.001. Therefore sub-hypothesis H5.3 is supported. 
 
It can be concluded from the above hypothesis (H5.1 – H5.3) that there is an overall relatively 
strong positive significant relationship between leaders’ emotional self-awareness and followers 
organisational commitment as operationalised by affective, normative and continuance 
commitment. Based on this finding, H5 is thus supported 
  
In the case of the sixth hypotheses, namely 
H6: There is a positive linear relationship between leaders’ self-management and organisational 
commitment.	  
Table 6.54: Correlation results – self-management and organisational commitment dimensions 
 
Achievement 
orientation Adaptability Self-control Positive out 
 
Affective 
N 435 435 435 435 
Correlation 0.505** 0.473** 0.528** 0.403** 
Sig. 2-tailed <0.001 <0.001 <0.001 <0.001 
Normative Correlation 0.465** 0.448** 0.502** 0.388** 
Sig. 2-tailed <0.001 <0.001 <0.001 <0.001 
Continuance Correlation 0.175** 0.322** 0.270** 0.195** 
Sig. 2-tailed <0.001 <0.001 <0.001 <0.001 
 
 
 
Sub hypothesis H6.1: There is a positive linear relationship between a leader’s self-management 
and affective organisational commitment. 
As indicated in Table 6.54, there is a strong positive correlation between a leader’s self-
management and effective organisational commitment. The correlation values are all positive 
and the p values are significant; achievement orientation (r = 0.505; p<0.001), adaptability (r = 
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0.473; p<0.001), emotional self-control (r = 0.528; p<0.001), positive outlook (r = 0.403; 
p<0.001). Therefore sub-hypothesis H6.1 is supported. 
 
Sub hypothesis H6.2: There is a positive linear relationship between a leader’s self-management 
and continuance organisational commitment. 
As indicated in Table 6.54, there is a strong positive correlation between a leader’s self-
management and continuance organisational commitment.  The correlation values are all 
positive and the p values are significant; achievement orientation (r = 0.465; p<0.001), 
adaptability (r = 0.448; p<0.001), emotional self-control (r = 0.502; p<0.001), positive outlook 
(r = 0.388; p<0.001). Therefore sub-hypothesis H6.2 is supported. 
 
Sub hypothesis H6.3: There is a positive linear relationship between a leader’s self-management 
and normative organisational commitment. 
As depicted in Table 6.54, there is a positive correlation between a leader’s self-management 
and normative organisational commitment. The correlation values are all positive, and the p-
values are significant; achievement orientation (r = 0.175; p<0.001),  adaptability (r  = 0.322; p), 
emotional	  self-­‐control (r  =  0.270;  p<0.001),  positive outlook (r = 0.195; p<0.001). Therefore sub-
hypothesis H6.3 is supported. 
 
It can be concluded from the above hypothesis (H6.1 – H6.3) that there is an overall positive 
significant relationship between leaders’ self-management and followers organisational 
commitment as operationalised by affective, normative and continuance commitment. Based on 
this finding, H6 is thus supported. 
  
In the case of the seventh hypotheses, namely: 
H7: There is a positive linear relationship between leaders’ social awareness and organisational 
commitment.	  
Table 6.55: Correlation results – social awareness and organisational commitment dimensions 
 Empathy Organisational awareness 
 
Affective 
N 435 435 
Correlation 0.406** 0.438** 
Sig. 2-tailed <0.001 <0.001 
Normative Correlation 0.418** 0.456** 
Sig. 2-tailed <0.001 <0.001 
Continuance Correlation 0.253** 0.231** 
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Sig. 2-tailed <0.001 <0.001 
 
Sub hypothesis H7.1: There is a positive linear relationship between leaders’ social awareness 
and affective organisational commitment. 
As indicated in Table 6.55, there is a relatively strong positive correlation between leaders’ 
social awareness and affective organisational commitment. The correlation values are both 
positive and the p-values are significant; empathy (r = 0.406; p<0.001) and organisational 
awareness (r = 0.438; p<0.001). Therefore sub-hypothesis H7.1 is supported. 
 
Sub hypothesis H7.2: There is a positive linear relationship between leaders’ social awareness 
and continuance organisational commitment. 
As indicated in Table 6.55, there is a relatively strong positive correlation between leaders’ 
social awareness and continuance organisational commitment. The correlation values are 
positive and the p-values are significant; empathy (r = 0.418; p<0.001) and organisational 
awareness (r = 0.456; p<0.001). Therefore sub-hypothesis H7.2 is supported. 
 
Sub hypothesis H7.3: There is a positive linear relationship between leaders’ social awareness 
and normative organisational commitment. 
As depicted in Table 6.55, there is a positive correlation between leaders’ social awareness and 
normative organisational commitment. The correlation values are both positive and the p-values 
are significant; empathy (r = 0.253; p<0.001) and organisational awareness (r = 0.231; 
p<0.001). Therefore sub-hypothesis H7.3 is supported. 
 
It can be concluded from the above hypothesis (H7.1 – H7.3) that there is an overall positive 
significant relationship between leaders’ social awareness and followers organisational 
commitment as operationalised by affective, normative and continuance commitment. Based on 
this finding, H7 is thus supported. 
 
 
In the case of the eighth hypotheses, namely: 
H8: There is a positive linear relationship between leaders’ relationship management and 
organisational commitment. 
Table 6.56: Correlation results – relationship management and organisational commitment 
dimensions 
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Conflict 
management Coach and mentor Influence 
Inspirational 
leadership Teamwork 
Affective N 435 435 435 435 435 
Correlation 0.425** 0.461** 0.452** 0.468** 0.527** 
Sig. 2-tailed <0.001 <0.001 <0.001 <0.001 <0.001 
Normative Correlation 0.385** 0.462** 0.472** 0.453** 0.420** 
Sig. 2-tailed <0.001 <0.001 <0.001 <0.001 <0.001 
Continuance Correlation 0.202** 0.302** 0.300** 0.255** 0.212** 
Sig. 2-tailed <0.001 <0.001 <0.001 <0.001 <0.001 
 
Sub hypothesis H8.1: There is a positive linear relationship between leaders’ relationship 
management and affective organisational commitment. 
As depicted in Table 6.56, there is relatively strong positive correlation between leaders’ 
relationship management and affective organisational commitment. The correlation values are 
positive and the p-values are significant; conflict management (r = 0.425; p<0.001) coach and 
mentor ( r = 0.461; p<0.001) influence ( r = 0.452; p<0.001) inspirational leadership ( r = 0.468; 
p<0.001) and teamwork (r = 0.527; p<0.001). Therefore sub-hypothesis H8.1 is supported. 
 
Sub hypothesis H8.2: There is a positive linear relationship between leaders’ relationship 
management and continuance organisational commitment. 
As indicated in Table 6.56 there is a relatively strong positive correlation between leaders’ 
relationship management and followers continuance organisational commitment.  The 
correlation values are positive and the p-values are significant; conflict management (r = 0.385; 
p<0.001) coach and mentor (r = 0.462; p<0.001) influence (r = 0.472; p<0.001) inspirational 
leadership ( r = 0.453; p<0.001) and teamwork (r = 0.420; p<0.001). Therefore sub-hypothesis 
H8.2 is supported.  
 
Sub hypothesis H8.3: There is a positive linear relationship between leaders’ relationship 
management and normative organisational commitment. 
As depicted in Table 6.56 there is a relatively strong positive correlation between a leader’s 
relationship management and normative organisational commitment. The correlation values are 
positive and the p-values are significant; conflict management (r = 0.202; p<0.001) coach and 
mentor (r = 0.302; p<0.001) influence (r = 0.300; p<0.001) inspirational leadership (r = 0.255; 
p<0.001) and teamwork (r = 0.212; p<0.001. Therefore sub-hypothesis H8.3 is supported 
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It can be concluded from the above hypothesis (H8.1 – H8.3) that there is an overall positive 
significant relationship between leaders’ relationship management and followers organisational 
commitment as operationalised by affective, normative and continuance commitment. Based on 
this finding, H8 is thus supported. 
 
To establish whether the proposed conceptual model could be generally applied to different 
demographic groupings, additional statistical analysis was undertaken. This was done to 
establish whether significant relationships exist between selected demographic variables; 
gender, age, race, education, period, and department and the independent variable (leader EI) 
and the dependent variables (follower motivational behaviour and organisational commitment). 
The following null hypotheses were tested;  
 
H0a: There is no association between the selected demographic variables and leaders’ EI. 
A one-way ANOVA was conducted to explore the impact of gender, age, race, education, 
period, and department on leaders’ EI scores. There was no statistically significant difference in 
mean scores among all groups of leaders. There was a statistically significant effect at p > 0.05 
level on EI scores for the following demographic variables; race, education, period, and 
department. Only gender and age had no effect on leaders’ EI for all groups; the actual 
difference in mean scores between groups was quite small. Therefore it can be concluded that 
H0a is rejected, as there is statistical significance between race, education, period, and 
department demographics variables and leaders’ EI  
 
H0b: There is no association between the selected demographic variables and followers’ 
motivational behaviour. 
 
A one-way ANOVA was conducted to explore the impact of gender, age, race, education, 
period, and department on motivational behaviour scores. There was no statistically significant 
difference in mean scores among all groups of followers. There was a statistically significant 
effect at p > 0.05 level on motivational behaviour scores. Only gender and age have no effect on 
motivational behaviour for all groups; the actual difference in mean scores between groups was 
quite small. Thus it can be concluded that H0b is rejected and that there is statistical significant 
effect between selected demographics and followers’ motivational behaviour. 
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H0c: There is no association between the selected demographic variables and followers’ 
organisational commitment. 
 
A one-way ANOVA was conducted to explore the impact of gender, age, race, education, 
period, and department on organisational commitment scores. There was no statistically 
significant difference in mean scores among all groups of followers. There was statistically 
significant effect at p > 0.05 level on organisational commitment scores. All demographics had 
an effect on organisational commitment for all groups; the actual difference in mean scores 
between groups was quite small. Therefore it can be concluded that H0c is rejected and that 
there is statistical significant effect between the selected demographical variables and followers’ 
organisational commitment.  
 
It can be concluded from the above hypothesis (H0a – H0c) that overall there is an association 
between the selected demographic variables (race, education, period, and department) and 
leaders’ EI except age and gender for all groups. There is an association between the selected 
demographic variables (race, education, period, and department) and followers’ motivational 
behaviour except age and gender for all groups. There is an association between all the selected 
demographic variables (gender, age, race, education, period, and department) and followers’ 
organisational commitment. Based on this finding, Ho is thus supported. 
 
	  
6.10 SUMMARY 
Chapter 6 provided research data and the results associated with the study and methods for 
analysing data. There were 555 questionnaires analysed in this study. The results obtained from 
the 555 questionnaires were used to determine the influence of leaders’ EI on follower 
motivation and organisational commitment as the focal point of this study. The chapter begins 
with sample demographics where all demographic variables results are presented. Descriptive 
statistics in the form of mean and standard deviation for the factors influencing followers’ 
motivational behaviour and organisational commitment were presented. Since the rating scale is 
Likert scale for EI competencies ranging from 1 to 5 with 1 meaning strongly disagree and 5 
meaning strongly agree, the value of 2.5 represents the mean or average score.  
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ANOVAs tested the effects of various demographic factors on ECI and MSI as response 
variables. This analysis was necessary in order to determine if ECI and MSI variation could be 
explained by demographic factors (age, years of service, gender, and education). Leedy and 
Ormrod (2010) assert that one should use an ANOVA to look for differences among three or 
more means by comparing the variances both within and across groups. 
 
 Multiple regression analysis is carried out with the variables, which are correlated significantly 
with organisational commitment. The R-square value for affective = 0.358; normative = 0.325; 
and continuance = 0.165, (see Table 6.41 This means 35.8 per cent, 32.5 per cent and 16.5 per 
cent of organisational commitment can be accounted for by the twelve dimensions of EI and EI 
as an overall construct influences organisational commitment at the workplace. The same can be 
said about follower motivation: the R-square value for intrinsic = 0.057; instrumental = 0.068; 
external motivation = 0.078; and goal internalisation = 0.114 internal motivation = 0.120, (see 
Table 6.42 This means that the twelve dimensions of EI can account for 5.7 per cent, 6.8 per 
cent, 7.8 per cent, 12 per cent and 11.4 per cent of motivational inventory sources at the work 
place.  
 
Correlation analysis was used to determine the strength of the relationship between EI and 
motivation sources inventory, except for intrinsic versus self-awareness, instrumental versus 
self-awareness, and adaptability versus instrumental and instrumental versus adaptability and 
also between EI and organisational commitments. The finding of this study demonstrates that 
there is a significant link between leaders’ EI and follower motivation and organisational 
commitment. The leaders participating in this study used their involvement in the work 
processes to motivate their followers. Another super-ordinate theme exposed in the study was 
communicative leadership behaviour wherein the leaders engaged in goal internalisation 
motivation, empathy and empowerment as catalysts for motivating followers. 
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CHAPTER 7 
DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS 
 
7.1 INTRODUCTION 
The purpose of this study was to investigate the relationship between leaders’ EI and followers’ 
motivational behaviour and organisational commitment. This inquiry was performed by 
surveying the EI of 120 leaders (all individual with formal management responsibility from 
first-line managers to top management) and their followers (subordinates under their 
supervision/management). While there have been empirical examinations of leaders’ EI, 
organisational commitment and motivation, this is the first study that examines the linkages 
between all the three constructs. This chapter provides a discussion of the findings of the study, 
conclusions drawn from the findings and recommendations for practice and future research. The 
chapter is presented in three sections: discussion of the findings, contributions and implications 
of the study, as well as shortcomings and recommendations for future studies. The focal point of 
the study was to determine if there is a relationship between leaders’ EI and followers’ 
motivational behaviour and organisational commitment. In the discussion section the problem, 
purpose, research methodology, and limitations of the study are presented. Empirical evidence 
to support or refute the hypothesis and the research questions is presented with results of the 
data analysis, literature support and support of the theoretical framework. The main interest was 
in illuminating the relationship between these important organisational constructs; hence a 
variety of statistical techniques were employed to provide detailed understanding of the 
relationships. The model was tested in four prominent hotel groups in South Africa. 
Conclusions that were drawn for the discussion are presented. The resultant association and 
connections are also presented. The recommendations section presents specified 
recommendations that might be applicable within the given population and abroad.  
7.2 DISCUSSION OF EMPIRICAL FINDINGS 
In this section, discussion of the empirical findings on EI, motivational behaviour hypotheses, 
organisational commitment hypotheses and demographic variables hypotheses are presented.  In 
the next section a discussion of the main empirical findings on the on leaders EI, followers’ 
motivational behaviour and followers’ organisational commitment is presented.  
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7.2.1 Discussion of empirical findings on leaders’ EI  
The results of the current investigation as presented in Chapter 6 seem to support Goleman’s 
(2001; 2009) statement that EI predicts more than 80 per cent of success in any work situation. 
There were some interesting differences with regard to leaders’ EI as perceived by the leaders 
compared to the followers’ perception. While the leaders perceived their EI to be high in all the 
EI clusters, the followers perceived the levels to be lower than perceived by the leaders. Another 
interesting finding was the fact that the leaders rated themselves higher than the Hay Group 
norms for two of the four EI clusters (namely, in relationship management and social 
awareness) and lower on the other two (self-awareness and self-management). The followers 
rated their leaders lower than the Hay Group norms for all the four clusters, with self-awareness 
and self-management being lowest at M=3.56 and M=3.56 respectively. For relationship 
management and social awareness, followers rated their leaders at 3.865 and 3.836 respectively 
compared to the Hay Group norms of 4 each.  
 
7.2.2 Discussion of the empirical findings on followers’ motivational behaviour  
As indicated in Chapter 6, the quantitative results provided answers to Research Question 1: 
What is the relationship between leaders’ EI and followers’ motivational behaviour, if any? 
From the descriptive statistics, it was found with regard to the motivation sources profiles of 
followers in the hotel groups studied, that most of the followers’ motivation comes from their 
intrinsic self-concept with an average score of M=4.05 on a five-point Likert scale, followed by 
external self-concept with an average score of M= 4.01. A high score in internal self-concept 
motivation means that the motivation of most followers in the hospitality industry is strongly 
rooted in personal standards, traits, values and beliefs (Barbuto, Fritz, Lim and Xu, 2008:141). 
The external self-concept motivation score of M=4.01 reflects that followers in the industry 
have external self-concept as their second important source of motivation which means that they 
are other-directed and seek affirmation of traits, competencies and values from external 
perceptions (Barbuto 2005:29). A high score in external self-concept motivation means that 
employees in the hotels have a desire for individual or reference group’s acceptance and 
affirmation of traits, competencies and values. Thus, they will be motivated when people give 
them positive feedback and compliments for work well done in order to publicly validate their 
self-perception. Reeve (2009) asserts that self-concept develops from personal experiences, 
reflections on those experiences and feedback from the social environment.  
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Goal internalisation and intrinsic process motivation were ranked as third and fourth with 
average scores of M=3.99 and M=3.75 respectively. People who have internalised goals believe 
in the cause and have sole belief that the goals of the organisation are both worthwhile and 
achievable (Barbuto 2005:31). Thus followers who have high goal internalisation have a high 
level of trust and belief in the organisational goals. In research by Arciniega and Menon (2013), 
the mediating power of goal internalisation in the relationship between task meaningfulness and 
task feedback was present, partially vindicating the results in this study.  Intrinsic process 
motivation means motivation resulting from enjoyment of the task, where the work itself 
becomes motivational due to the sheer pleasure of performing the task (Barbuto, 2012:20). This 
means followers in the hospitality industry do not find so much enjoyment and pleasure in what 
they do. Given the type of work in the hospitality industry as detailed in section 1.2, the result 
for intrinsic process motivation is justified.  
 
 Instrumental motivation scored the lowest and was ranked last with an average score of M= 
3.72. People who are instrumentally motivated are externally driven and perform tasks only 
when success is tied directly to high levels of extrinsic rewards such as money or promotion 
(Barbuto, 2012:20). The reality in the hospitality industry, as detailed in section 1.2, is that 
hospitality employees are low wage earners who in most cases cannot afford the service they 
give to their guests. Optimising self-interest with a view that everything has its own tangible 
price is a belief that is held by only a few in the industry. 
 
The findings provided answers to research question 1: What is the relationship between the 
leaders’ EI and followers’ motivational behaviour?  
An examination of the motivational behaviour hypothesis indicated that there is a statistically 
significant relationship between leaders’ EI clusters (emotional self-awareness, self- 
management, social-awareness and relationship management) and followers’ motivational 
behaviour dimensions (internal self-concept, external self-concept, instrumental motivation, 
intrinsic process motivation and goal internalisation). As a result, hypotheses H1, H2, H3, and H4 
were all supported. When specific EI clusters and specific motivational behaviour dimensions 
were examined, the following results for each set of hypothesis were found as discussed below.  
 
While there is a positive relationship between leaders’ emotional self-awareness and intrinsic 
process motivation, which led to an alternative sub-hypothesis H1.1 being supported, the 
correlation was somewhat weak as detailed in section 6.9. The relationship between leaders’ 
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emotional self-awareness and instrumental motivation was examined and the results indicated 
that there was no statistically significant relationship between the two; hence the alternative 
hypothesis H1.2 was not supported When the relationships between leaders’ emotional self-
awareness and external self-concept, internal self-concept, and goal internalisation were 
examined, the results highlighted that there is a positive relationship between leaders’ emotional 
self-awareness and the three motivational behaviour dimensions; thus, alternative hypotheses 
H1.3, H1.4 and H1.5 were supported. Based on these findings, it can be concluded that leaders’ 
emotional self-awareness to a larger extent is a predictor of the motivational behaviour of 
followers; thus the alternative hypothesis H1 is generally supported. Emotional self-awareness is 
described as “the ability to recognise one’s emotions and their effect” (Hay Group 2011:5). 
These findings on emotional self-awareness are supported in literature. It is argued that 
emotional self-awareness enables leaders to prevent miscommunication; hence enabling leaders 
to motivate their followers (Scott-Halsell, 2006; Dess and Picken, 2000; Graetz, 2000). 
 
The results of the empirical evidence as presented in section 6.9 reveal that there is a positive 
relationship between leaders’ self-management and followers’ motivational behaviour. The 
correlational analysis results and the regression analysis results as presented in sections 6.8 and 
6.9 both reflect a positive correlation between leaders’ self-management and followers’ internal 
self-concept, external self-concept, goal internalisation, intrinsic processes and instrumental 
motivation.  The results show statistically significant results. Based on these results sub-
hypotheses H2.1, H2.3, H2.4 and H2.5 were supported, except sub hypothesis H2.2 that was not 
supported. It can be concluded that there is a positive relationship between leaders’ self-
management and motivational behaviour; thus alternative hypothesis H2 is generally supported. 
Based on these accepted hypotheses, it can be concluded that leaders’ self- management 
competency play an important role in predicting the motivational behaviour of followers. Self-
management competency enables one to manage one’s internal states, impulses and resources 
(Boyatzis, 2010:3). This result is supported in literature. Scott-Halsell (2006) asserts that in the 
hospitality industry, employees have high expectations of leaders; they expect them to adjust to 
the needs of others in any situation. For leaders to be able to adjust to the needs of their 
followers, they should be able to exhibit emotional self-control, adaptability, achievement 
orientation and a positive outlook. Theses dimensions, it is believed, can influence the 
employee/followers’ motivational levels and their aspirations, while at the same time 
influencing their actions. Bourdon (2010:31) posits that leaders who exhibit high levels of self-
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management competency can reduce adverse organisational politics and divisiveness, which 
enhances motivation. It is also believed that self-management of emotions is important in 
conveying ideas and creating team spirit and team effectiveness which are believed to form the 
basis of motivation (Scott-Halsell, Blum and Huffman, 2010: 139; Modassir and Singh, 
2008:10; Langhorn, 2004:322; Gardner and Stough, 2002:69; Pirola-Merlo, Haertel, Mann, and 
Hist, 2002:562; Yost and Tucker, 2000:101). 
 
Empirical evidence as presented in section 6.9 reveals that there is a positive relationship 
between leaders’ social awareness and followers’ motivational behaviour. The correlational 
analysis results and the regression analysis results as presented in sections 6.8 and 6.9 both 
reflect a positive correlation between leaders’ social awareness and followers’ internal self-
concept, external self-concept, goal internalisation, intrinsic processes and instrumental 
motivation.  The results show statistically significant results. Based on these results the 
alternative sub-hypotheses H3.1, H3.3, H3.4 and H3.5 were supported, except sub-hypothesis H3.2 
that was not supported. It can therefore be concluded that there is a positive relationship between 
leaders’ social awareness and motivational behaviour; thus the alternative hypothesis H3 is 
generally supported. Based on these accepted hypotheses, it can be concluded that leaders’ 
social awareness competency plays an important role in predicting the motivational behaviour 
of followers. Social awareness pertains to how people handle relationships and their awareness 
of others’ feelings, needs and concerns. This EI cluster has two dimensions, namely empathy 
and organisational awareness (Goleman, 2006:84). According to the Hay Group (2011:5), 
leaders who are empathetic are able to pick up cues, understand what is being felt and thought 
by others, which makes it possible for them to influence the motivational behaviour of others. 
Furthermore, socially aware leaders find it easier to read a group’s emotional currents and 
power relationships, identifying influencers, networks and dynamics (Hay Group 2011:6), all 
critical in influencing the motivational behaviour of followers. 
The results of the empirical evidence reveal that there is a positive relationship between leaders’ 
relationship management and followers’ motivational behaviour. The correlational analysis 
results and the regression analysis results as presented in sections 6.8 and 6.9 both reflect a 
positive correlation between leaders’ relationship management and followers’ internal self-
concept, external self-concept, goal internalisation, intrinsic processes and instrumental 
motivation.  The results show statistically significant results. Based on these results, alternative 
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sub hypotheses H4.1, H4.3, H4.4 and H4.5 were supported except sub hypothesis H4.2 that was not 
supported. Therefore it can be concluded that there is a positive relationship between leaders’ 
relationship management and motivational behaviour; thus the alternative hypothesis H4 is 
supported. Based on these accepted hypotheses, it can be concluded that leaders’ relationship 
management competencies play an important role in predicting the motivational behaviour of 
followers. Relationship management is that competency that enables one to apply one’s 
emotional understanding in one’s dealings with others (Hay Group, 2011:4). Relationship 
management dimensions as discussed in section 2.5 include conflict management, coaching and 
mentoring, influence, inspirational leadership and teamwork. Bourdon (2010:30) asserts that 
relationship management competency can be used to mediate and settle conflicts, to reach 
agreements and share information co-operatively – all necessary in influencing the motivational 
behaviour of others. These findings are supported by Burnes (2009:598) who asserts that one of 
the leadership responsibilities of organisational managers is to establish goals and motivate 
others to pursue and achieve those goals. 
7.2.3 Discussion of the empirical findings on followers’ organisational commitment  
As presented in Chapter 6, the quantitative results provided answers to Research Question 2: 
What is the relationship between leaders’ EI and followers’ organisational commitment? The 
descriptive statistics of organisational commitment profiles of followers in this study 
highlighted that most of the organisational commitment for followers comes from their affective 
commitment, with an average mean score of M=3.65 on a five-point Likert scale, followed by 
normative commitment with a mean score of M=3.59. The lowest ranked was continuance 
commitment with a mean score of 3.21. The overall mean score for organisational commitment 
was M=3.48. These results mimic the results found by Colakoglu, Culha and Atay (2010:138) 
in hotels in Bodrum, Turkey where affective commitment was highest at M=3.6 followed by 
normative commitment at M=3.5 and continuance commitment trailed with M=3.4. However, 
the current study shows lower commitment level results in the hospitality industry (South 
Africa) than those in the information technology environment (South Africa) as reported by 
Lumley, Coertzee, Tladinyane and Ferreira (2011:100) with mean scores ranging between 4.64 
and 4.12. 
An examination of the organisational commitment hypotheses based on the results of the 
correlational analysis and the regression analysis as presented in sections 6.8 and 6.9, indicated 
that there is a statistically significant relationship between leaders’ EI clusters (emotional self-
awareness, self-management, social awareness and relationship management) and followers’ 
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organisational commitment dimensions (affective commitment, normative commitment and 
continuance commitment). As a result, all the organisational commitment alternative hypotheses 
H5, H6, H7 and H8 were supported. Furthermore, the quantitative results also provided insights 
into hospitality industry organisational commitment.  
 
The correlational analysis and the regression analysis as presented in sections 6.8 and 6.9 both 
reflect a positive correlation between leaders’ emotional self-awareness and followers’ affective 
commitment, normative commitment and continuance commitment.  These results are 
statistically significant. Based on these results, alternative sub hypotheses H5.1, H5.2, and H5.3 
were supported. It can therefore be concluded that there is a positive statistical relationship 
between leaders’ relationship management and motivational behaviour; thus, the alternative 
hypothesis H5 is supported. Based on these accepted hypotheses, it can be concluded that 
leaders’ emotional self-awareness plays an important role in predicting the organisational 
commitment of followers.  
 
The results of the correlational analysis and the regression analysis as presented in sections 6.8 
and 6.9 both reflect a positive correlation between leaders’ emotional self-management and 
followers’ affective commitment, normative commitment and continuance commitment.  Based 
on these statistically significant results, alternative sub hypotheses H6.1, H6.2, and H6.3 were 
supported Based on these results, it can be concluded that there is a positive relationship 
between leaders’ self-management and organisational commitment; thus, the alternative 
hypothesis H6 is supported Based on these accepted hypotheses, it can be concluded that 
leaders’ emotional self-management plays an important role in predicting the organisational 
commitment of followers.  
 
The results of the correlational analysis and the regression analysis as presented in sections 6.8 
and 6.9 both reflect a positive correlation between leaders’ social-awareness and followers’ 
affective commitment, normative commitment and continuance commitment.  Taking these 
statistically significant results into account, the alternative sub hypotheses H7.1, H7.2, and H7.3 
were supported. Based on these results, it can be concluded that there is a positive relationship 
between leaders’ relationship management and organisational commitment; thus the alternative 
hypothesis H7 is supported. Based on these accepted hypotheses, it can be concluded that 
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leaders’ emotional social-awareness plays an important role in predicting organisational 
commitment of followers.  
 
Based on the results of the correlational analysis and the regression analysis as presented in 
sections 6.8 and 6.9, both reflect a positive correlation between relationship management and 
followers’ affective commitment, normative commitment and continuance commitment.  These 
are statistically significant results. Based on these results, the alternative sub hypotheses H8.1, 
H8.2, and H8.3 were supported. Based on these results it can be concluded that there is a positive 
relationship between leaders’ relationship management and organisational commitment; thus 
the alternative hypothesis H8 is supported. Based on these supported hypotheses, it can be 
concluded that leaders’ relationship management plays an important role in predicting the 
organisational commitment of followers.  
 
The results on the relationship between leaders’ EI and followers’ organisational commitment 
are in support of previous findings on the variables. Sarboland (2012) found a significant 
positive relationship between EI and organisational commitment of employees in the tax affairs 
offices of Iran. The results are also consistent with Taboli (2013) who concluded that there is a 
positive relationship between EI and organisational commitment. Other findings that are 
consistent with these findings include Humphrey et al. (2005), Sharma (2005), Carmeli (2003), 
Nikolaou and Tsaousis (2002), Cherniss (2001) and Abraham (2000). 
 
7.2.4 Discussion of the empirical findings on demographic variables 
The quantitative results provided answers to Research Questions 3, 4 and 5: What are the 
relationships between selected demographical variables and leaders’ EI, followers’ motivational 
behaviour and followers’ organisational commitment? 
The findings from the selected demographic variables were also interesting. Of the five selected 
variables (race, age, educational level, period working with current leader, and department) only 
race and age were found to have no significant relationship with all the variables in the study. 
Thus, it can be concluded that overall there is an association between the selected demographic 
variables and leaders’ EI, followers motivational behaviour and followers’ organisational 
commitment. Therefore based on these results, hypothesis H0a, H0b and H0c are thus rejected 
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except in the case of age and gender. This implies that while EI of the leaders influences the 
motivational behaviour and organisational commitment of the followers, the demographic 
variables of educational level, period working with the leader and the department of the 
follower also influence their motivational behaviour and organisational commitment. Contrary 
to Goleman’s specification in 1998 that EI develops with age, the current research found no 
significant relationship between age and leaders’ EI. This might be owing to other contextual 
factors in South Africa, Further research is therefore recommended on the relationship between 
leaders’ EI and age of the leaders and the age of the followers.  
7.3 STUDY CONTRIBUTIONS AND IMPLICATIONS 
The major contribution of the research was that the developed theoretical model and the 
variables in the study were empirically tested in South African hotels for the first time. The 
research findings of this study identified 11 of the 12 EI competency dimensions, which have a 
direct and positive relationship with followers’ motivational behaviour and followers’ 
organisational commitment in hotels. EI researchers such as Goleman (2009) agree that EI can 
help leaders to be effective. EI will help them in conflict management, promoting change, and 
assisting their followers to adapt to the ever-changing expectations of guests. Thus, EI will 
assist leaders in leveraging emotional information to make better decisions. 
 
On a practical level, the study suggests that developing the EI of leaders in organisations will 
lead to a competitive advantage. To gain a competitive advantage in the hospitality industry, 
employees play an important role. Based on their emotional competencies, leaders can influence 
the motivation and commitment of their followers, which will determine the competitive 
advantage of the organisation.  This finding is critical for hospitality organisational 
development as it provides hope for the future. This opens new avenues in EI research, such as 
how EI relates to other aspects of the work situation. The issues of commitment and motivation 
are serious concerns in any organisation, particularly in the labour-intense hospitality industry 
where guests’ expectations change continuously. Being able to identify and influence leaders’ 
EI provides hospitality organisations with the power to deal with these critical issues.  
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7.4 SHORTCOMINGS OF THE STUDY AND RECOMMENDATIONS FOR FUTURE 
STUDIES 
Although the researcher used a 360-degree feedback loop to assess leaders’ EI, self-appraisals 
were also used in this study. The self-appraisals were used to assess the leaders’ self-perceived 
EI levels, to assess followers’ motivational sources, and to assess followers’ organisational 
commitment. While self-appraisals often create a positive immediate impression for the 
researcher, they can also create immediate concern because individuals frequently have 
difficulty rating their own behaviour accurately. Some might underestimate themselves, while 
others may overrate themselves. Relatively few people will rate themselves with accuracy. 
Furthermore, self-appraisals cannot control the possibility of participants giving perceived 
desirable answers versus the most truthful answers. Bradberry and Greaves (2003) suggest that 
to minimise the self-rating bias, people can develop self-report tests. In this study, the use of 
multi-ratter surveys – especially for followers’ motivation source and organisational 
commitment – could yield different results. A larger sample size might also have yielded 
different analysis results. 
 
The overarching purpose of this study was to address some unresolved issues regarding EI and 
leaders’ ability to use EI to influence employee motivational behaviour and organisational 
commitment. This research strongly suggests that leaders’ EI is an important contributor to 
followers’ motivational behaviour and commitment, which are effective leadership indices. 
However it is possible that empirical evidence of this relationship using different measures of 
EI, different measures of motivation and different measures of commitment might yield 
different results that need further investigation. Whether other situational factors affect an 
emotionally intelligent leader’s ability to influence motivational behaviour and commitment of 
employees remains unknown. Though it has been proposed that leaders with high EI possess 
advanced social and emotional skills that enhance their leadership capabilities, how specific 
emotionally intelligent competencies influence motivational behaviour and commitment has yet 
to be investigated in detail. Findings of this research respond to the issues mentioned above, 
providing much needed clarification for how EI manifests in successful motivational leadership 
behaviours. This study has made a case for the use of leaders’ EI to influence followers’ 
motivation and commitment.  
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Despite the innate plausibility of the findings that leaders who exhibit emotionally intelligent 
competencies contribute to their followers’ motivational levels, the subject has received little 
empirical investigation.  The research primarily focused on the dynamic behaviour of the 
emotionally intelligent leader and the ensuing influence of this behaviour on employee 
motivation and commitment. However, the study did not take into consideration the EI of the 
followers. The view that followers’ EI may mediate or moderate the relationship between a 
leader’s EI and followers’ motivation and commitment was not fully explored. This aspect can 
be an area for further research. 
 
The findings from this research clearly suggest that there is a relationship between leaders’ EI 
and followers’ motivational behaviour and organisational commitment in South African hotels. 
Given this relationship, more research could be conducted to examine these dependent and 
independent variables in leadership positions in other industries. 
 
This study makes an important contribution in that it presents future researchers with additional 
evidence to support the relationship between leaders’ EI and followers’ motivational behaviour 
and organisational commitment. Based on the findings of this study, the following are 
recommendations for future research: 
• While this research was framed according to the assumptions of post-positivism research 
philosophy, the critical realist line adopted might limit the findings. The researcher 
recommends a purely qualitative investigation to the concept of leaders’ EI. Exploring 
leaders’ EI and followers’ motivation and commitment from a different angle may 
positively contribute to the body of research around EI. 
• As the issue of demographic variables was not fully explored, the researcher 
recommends that demographics be explored further to ascertain the disparity of EI levels 
in different groups. 
• This study mainly focused on four-star and five-star hotels. Further research could also 
be conducted on leaders’ EI in other types of hospitality establishments or in other 
industries. 
• Another area of focus could be turnover and absenteeism, which are already on the rise 
in the hospitality industry. Research needs to be conducted to see if there is a positive 
link between leaders’ EI and turnover intentions, and employee absenteeism behaviour. 
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• There are various statistical methods of analysis in existence; only a few were used in 
this study.  Future studies employing different statistical techniques such as structural 
equation modelling, meta-analysis or hierarchical regression could be conducted. 
• In an environment where entitlement seems to be widely accepted, further research on 
EI training programmes and their effects on performance could be conducted. This could 
help refocus the energy of people employed across all industries. 
 
7.5 SUMMARY 
This research study achieved its research purpose and objectives in addressing the problem 
statement of the study. The purpose was to investigate the relationship between leaders’ EI and 
Followers’ motivational behaviour and organisational commitment in the hospitality industry. 
The study findings supported the proposed relationships between the variables in the study and 
it can be concluded that there is a moderate to very strong relationship between leaders’ EI and 
their followers’ motivational behaviour and commitment. The study demonstrated that some 
demographic variables also influence leaders’ EI and followers’ motivational behaviour and 
commitment. 
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APPENDICES 
APPENDIX A: QUESTIONNAIRE FOR FOLLOWERS 
 
 
 
RESEARCH	  PROJECT:	  THE	  RELATIONSHIP	  BETWEEN	  EI,	  MOTIVATIONAL	  BEHAVIOUR	  AND	  
OGANISATIONAL	  COMMITMENT	  
	  
This	   research	   on	   EI	   and	   its	   relationship	   to	  motivational	   behaviour	   and	  organisational	   commitment	   is	  
being	  conducted	  by	  Ms.	  Juliet	  Chipumuro,	  a	  PhD	  student	  in	  the	  Department	  of	  Management	  at	  Rhodes	  
University,	  Grahamstown.	  	  
	  
The	   current	   state	   of	   the	   hospitality	   industry	   is	   complex	   and	   dynamic	   in	   a	   globalised	   context	   which	  
places	   pressure	   on	   the	   hospitality	   leadership	   to	   be	  more	   effective.	  Owing	   to	   the	   fast-­‐changing	  work	  
environment,	  leaders	  are	  obliged	  to	  acquire	  skills	  and	  competencies	  that	  were	  not	  required	  in	  the	  past	  
in	   order	   to	   be	   effective.	   Two	   important	   elements	   that	   have	   been	   identified	   to	   distinguish	   between	  
average	   leaders	   and	   those	   that	   excel	   are	   the	  motivation	   of	   followers,	   and	   their	   commitment	   to	   the	  
organisation.	  The	  purpose	  of	  this	  study	  is	  thus	  to	  investigate	  the	  relationship	  between	  leaders’	  EI	  and	  
their	  followers’	  motivational	  behaviour	  as	  well	  as	  organisational	  commitment	  within	  the	  context	  of	  the	  
hospitality	  industry.	  	  	  
	  
For	   the	   purpose	   of	   this	   research	   EI	   is	   the	   ability	   to	   understand	   and	  manage	   one’s	   own	  moods	   and	  
emotions,	  the	  moods	  and	  emotions	  of	  other	  people,	  the	  ability	  to	  discriminate	  among	  them	  and	  to	  use	  
this	   information	   to	   guide	   one’s	   thinking	   and	   actions.	   Motivation	   is	   the	   psychological	   forces	   that	  
determine	  the	  direction	  of	  a	  person‘s	  behaviour	  in	  an	  organization,	  a	  person’s	  level	  of	  effort,	  and	  level	  
of	  persistence.	  Motivational	  behaviour,	  on	  the	  other	  hand,	   is	   the	  behavioural	   indicator	  of	  sources	  of	  
motivation.	  Organisational	  Commitment	   is	   the	   relative	   strength	  of	   an	   individual’s	   identification	  with	  
and	  involvement	  in	  a	  particular	  organisation.	  	  
	  
Please	   complete	   the	   attached	   questionnaire	   independently	   and	   without	   consultation	   with	   your	  
colleagues	  or	  any	  members	  of	  your	  department	  or	  any	  other	  person.	  Please	  answer	  the	  questions	  in	  a	  
manner	  that	  relates	  to	  how	  you	  have	  experienced	  the	  EI	  of	  the	  leader/manager	  that	  you	  work	  with	  and	  
how	   you	   perceive	   your	   own	   motivational	   behaviour	   and	   organisational	   commitment.	   The	   data	  
collection	  sessions	  have	  been	  arranged	  in	  such	  a	  way	  that	  at	  any	  given	  time	  the	  focus	  will	  be	  on	  one	  
specific	   leader/manager	   and	   his/her	   followers/subordinates.	   There	   are	   no	   right	   or	  wrong	   answers,	  
only	  your	  opinions	  are	  important.	  	  The	  questionnaire	  consists	  of	  four	  sections:	  Section	  A:	  Biographical	  
information.	  Section	  B:	  work	  related	  EI	  behaviour	  of	  your	  leader/manager.	  Section	  C:	  your	  motivational	  
behaviour	  and	  section	  D:	  your	  organisational	  commitment.	  	  
	  
The	  researcher	  or	  her	   research	  assistant	  will	  attend	  the	  data	  collection	  sessions	  and	  will	  provide	  you	  
with	   envelopes	   to	   place	   your	   completed	  questionnaire	   in.	   	  The	  envelopes	  will	   be	   sealed	   and	  put	   in	  
boxes	  which	  will	  also	  be	  sealed	  as	  soon	  as	  all	  the	  followers/assistants	  of	  the	  leader	  in	  question	  have	  
completed	  it.	  The	  sealed	  boxes	  will	  be	  collected	  and	  transported	  to	  the	  researcher	  (Juliet	  Chipumuro)	  
immediately	  for	  processing.	  The	  questionnaire	  should	  take	  about	  thirty	  (30)	  minutes	  to	  complete.	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Please	   note	   that	   your	   participation	   in	   this	   survey	   is	   voluntary,	   completely	   anonymous	   and	   no	  
confidential	   information	   is	   required.	   All	   the	   data	   will	   be	   used	   for	   research	   purposes	   only	   and	   only	  
aggregate	   data	   and	   summary	   statistics	  will	   be	   reported.	  Once	   the	   research	   has	   been	   conducted	   the	  
data	  will	  be	  handed	  to	  the	  research	  supervisor,	  Prof.	  L.	  Louw,	  for	  private	  storage.	  This	  research	  study	  
has	   been	   approved	   by	   the	   Faculty	   of	   Commerce	  Higher	   Degrees	   Committee	   and	   the	  Department	   of	  
Management	  Human	  Ethics	  Research	  Committee	  at	  Rhodes	  University.	  	  
	  
Thank	   you	   once	   again	   for	   your	   willingness	   to	   contribute	   to	   the	   success	   of	   this	   important	   research	  
project.	  	  
	  
	  
Yours	  sincerely	  
	  
	  
_________________	  
Juliet	  Chipumuro	  
PhD	  Candidate	  
Department	  of	  Management	  
Rhodes	  University,	  Grahamstown,	  South	  Africa	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SURVEY	  ON	  LEADER	  EI,	  FOLLOWER	  	  
MOTIVATIONAL	  BEHAVIOUR	  AND	  ORGANISATIONAL	  COMMITMENT	  
	  
The	  questionnaire	  consists	  of	  four	  sections:	  
	  
Section	  A:	  Demographic	  	  information.	  Please	  complete	  all	  the	  biographical	  information.	  	  
Section	  B:	  work	  related	  EI	  behaviour	  of	  your	  leader/manager.	  	  
Section	  C:	  your	  motivational	  behaviour.	  
Section	  D:	  your	  organisational	  commitment.	  	  
	  
The	  questionnaire	  should	  take	  about	  thirty	  (30)	  minutes	  to	  complete.	  
	  
PARTICIPANT	  INFORMED	  	  CONSENT	  
• I	  hereby	  certify	  that	  my	  response	  to	  the	  information	  in	  this	  document	  is	  correct	  to	  
the	  best	  of	  my	  knowledge.	  	  
• I	  hereby	  give	  consent	  to	  the	  researchers	  to	  use	  the	  information	  contained	  in	  this	  
document	  for	  the	  purpose	  of	  completing	  their	  research	  project,	  and	  request	  that	  I	  
will	  not	  be	  identified	  and	  my	  personal	  results	  will	  be	  kept	  confidential.	  	  
• I	  understand	  the	  purpose	  of	  the	  research	  and	  my	  involvement	  in	  it.	  	  
• My	  participation	  in	  this	  survey	  is	  voluntary	  and	  I	  understand	  that	  I	  could	  withdraw	  
from	  the	  research	  at	  any	  stage	  
• 	  I	  understand	  that	  i	  will	  receive	  no	  payment	  for	  participating	  in	  this	  research	  
Based	  on	  the	  above	  I	  hereby	  agree	  to	  participate	  in	  this	  survey.	  YES/NO	  	  
	  
	  
SECTION	  A:	  BIOGRAPHICAL	  INFORMATION	  	  
	  
The	   following	   questions	   provide	   biographical	   information	   about	   you.	   Please	   indicate	  
your	  response	  by	  making	  a	  cross	  (x)	  in	  the	  appropriate	  numbered	  block	  as	  requested.	  	  
	  
1	  Please	  indicate	  your	  gender	   	   	  
Male	   	   1	  
Female	   	   2	  
	   	   	  
2	  Please	  indicate	  the	  population	  group	  you	  belong	  to	   	   	  
White	   	   1	  
Coloured	   	   2	  
Black	   	   3	  
Asian	   	   4	  
Indian	   	   5	  
Others	  (specify):	   	   6	  
	  
3	  Please	  indicate	  your	  age	  group	  	  
Under	  20	  years	   	   1	  
21	  –	  30	  years	   	   2	  
31	  –	  40	  years	   	   3	  
41	  –	  50	  years	   	   4	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51	  –	  60	  years	   	   5	  
Above	  60	  years	   	   6	  
	  
4	  Please	  indicate	  your	  highest	  qualification	  level	  
Below	  grade	  12	   	   1	  
Matriculated	   	   3	  
Diploma	   	   4	  
Bachelors	  Degree	   	   5	  
Honours	  degree	   	   6	  
Masters	  Degree	   	   7	  
PhD	  degree	   	   8	  
	  
5	  Please	  indicate	  for	  how	  long	  you	  have	  been	  working	  under	  your	  current	  leader/manager.	  
Less	  than	  one	  year	   	   1	  
1	  –	  3	  years	   	   2	  
3	  –	  5	  years	   	   3	  
More	  than	  5	  years	   	   4	  
	  
6	  Please	  indicate	  the	  department	  you	  work	  in	  
Front	  office	   	   1	  
Housekeeping	   	   2	  
Food	  and	  beverage	  service	   	   3	  
Food	  and	  beverages	  production	   	   4	  
Maintenance,	  security	  and	  engineering	   	   5	  
Laundry	   	   6	  
Sales	  and	  marketing	   	   7	  
Human	  resources	  (HR)	   	   8	  
Accounts/control	   	   9	  
Other	  operated	  department	  (Please	  specify)	   	   10	  
	  
	  
SECTION	  B:	  EI	  
	  
Instructions:	  
	  
The	   following	   statements	   reflect	   behaviours	   that	   you	  may	   or	  may	   not	   have	   observed	   in	   the	  
Leader/manager	  whom	  you	  are	   rating.	   You	  will	   be	  asked	   to	   report	  on	  your	  experiences	  with	  
this	   person.	   Each	   item	   in	   the	   questionnaire	   describes	   a	  work-­‐related	   behaviour.	   Think	   about	  
your	  experiences	  with	  this	  individual	  over	  the	  previous	  12	  months.	  Then,	  use	  the	  scale	  below	  to	  
indicate	   the	   extent	   to	  which	   you	   agree/disagree	  with	   each	   of	   the	   statements	   below.	   Please	  
indicate	  your	  response	  to	  all	  items	  by	  making	  a	  cross	  (X)	  in	  the	  appropriate	  block.	  
	  
	  	  	  	  	  SECTION	  C:	  MOTIVATIONAL	  BEHAVIOUR	  	  
	  
MSI	  (Motivation	  Sources	  Inventory)	  Instructions:	  
	  
The	  purpose	  of	   this	  section	   is	   to	  describe	  the	  things	   that	  best	  motivate	  you.	  Rate	  your	   level	  of	  
agreement	  with	   each	  of	   the	   following	   statements	  making	   a	   cross	   (X)	   in	   the	   appropriate	  block.	  
There	   are	   no	   right	   or	   wrong	   answers	   –	   just	   your	   answers.	   Please	   read	   each	   statement	   and	  
answer	  honestly	  about	  yourself.	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SECTION	  D:	  ORGANISATIONAL	  COMMITMENT	  
	  
Instructions:	  
	  
The	  following	  18	  statements	  describe	  your	  degree	  of	  attachment	  and	  loyalty	  towards	  the	  hotel	  
where	  you	  are	  currently	  employed.	  Please	  respond	  by	  indicating	  the	  degree	  to	  which	  each	  of	  the	  
statements	  applies	   to	  you	  using	   the	   following	  scale.There	   is	  no	  right	  or	  wrong	  answer.	  Make	  a	  
cross	  (X)	  in	  the	  block	  that	  best	  indicates	  to	  what	  extent	  each	  of	  the	  statement	  is	  true	  or	  not	  true	  
about	  you.	  
	  
	  
	  
	  	  	  	  	  	  	  	  	  Thank	  you	  for	  your	  cooperation.	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APPENDIX B    QUESTIONNAIRE FOR LEADERS 
	  
 
 
RESEARCH	  PROJECT:	  THE	  RELATIONSHIP	  BETWEEN	  EI,	  MOTIVATIONAL	  BEHAVIOUR	  AND	  
ORGANISATIONAL	  COMMITMENT 
 
 
 
This	   research	   on	   EI	   and	   its	   relationship	   to	  motivational	   behaviour	   and	  organisational	   commitment	   is	  
currently	  being	  conducted	  by	  Ms	  Juliet	  Chipumuro	  a	  PhD	  student	  in	  the	  Department	  of	  Management	  at	  
Rhodes	  University	  in	  Grahamstown.	  	  
	  
The	   current	   state	   of	   the	   hospitality	   industry	   is	   complex	   and	   dynamic	   in	   a	   globalised	   context	   which	  
places	   pressure	   on	   the	   hospitality	   leader	   to	   be	  more	   effective.	   Owing	   to	   the	   fast-­‐changing	  world	   of	  
work,	   leaders	  must	  acquire	  skills	  and	  competencies	  that	  were	  not	  required	   in	  the	  past	   in	  order	  to	  be	  
effective.	  Over	  the	  past	  few	  years	  EI	  has	  generated	  significant	  interest	  and	  a	  wealth	  of	  current	  research	  
as	   a	   possible	   area	   of	   insight	   into	   identifying	   the	   difference	   between	   average	   leaders	   and	   those	  who	  
excel.	  Two	  important	  elements	  that	  have	  been	  identified	  to	  distinguish	  average	  leaders	  and	  those	  that	  
excel	  are	   the	  motivation	  of	   followers	  and	  their	  commitment	  to	   the	  organisation.	  The	  purpose	  of	   this	  
study	   is	   thus	   to	   investigate	   the	   relationship	   between	   the	   leader’s	   EI	   and	   the	   follower’s	  motivational	  
behaviour	  and	  organisational	  commitment	  within	  the	  context	  of	  the	  hospitality	  industry.	  	  	  
	  
For	  the	  purpose	  of	  this	  research	  project	  EI	   is	  the	  ability	  to	  understand	  and	  manage	  one’s	  own	  moods	  
and	  emotions,	  the	  moods	  and	  emotions	  of	  other	  people,	  the	  ability	  to	  discriminate	  among	  them	  and	  to	  
use	   this	   information	   to	   guide	   one’s	   thinking	   and	   actions.	  Motivation	   is	   the	   psychological	   forces	   that	  
determine	   the	   direction	   of	   a	   person‘s	   behaviour	   in	   an	   organization,	   a	   person’s	   level	   of	   effort,	   and	   a	  
person’s	   level	   of	   persistence	   and	  motivational	   behaviour	   are	   behavioural	   indicators	   of	   sources	   of	  
motivation.	  Organisational	  Commitment	   is	   the	   relative	   strength	  of	   an	   individual’s	   identification	  with	  
and	  involvement	  in	  a	  particular	  organization	  
	  
Please	   complete	   the	   attached	   questionnaire	   independently	   and	   without	   consultation	   with	   your	  
colleagues	  or	  department	  members	  or	  any	  other	  person.	  Please	  answer	  the	  questions	  in	  a	  manner	  that	  
relates	   to	   how	   you	   perceive	   your	   EI.	   There	   are	   no	   right	   or	   wrong	   answers,	   only	   your	   opinions	   are	  
important.	  The	  questionnaire	  consists	  of	  two	  sections:	  Section	  A:	  Biographical	  information.	  .Section	  B:	  
your	  work	  related	  EI.	  
	  	  
The	  researcher	  will	  attend	  the	  data	  collection	  sessions	  and	  if	  not	  then	  a	  research	  assistant	  will	  stand	  in	  
for	   her.	   The	   researcher/	   research	   assistant	   will	   provide	   you	   with	   envelopes,	   please	   place	   your	  
completed	  questionnaire	   in	   the	  envelope.	  The	  envelopes	  will	  be	  sealed	  and	  put	   in	  boxes	  which	  will	  
also	  be	  sealed	  as	  soon	  as	  all	   the	   followers/subordinates	  of	   the	   leader	   in	  question	  have	  completed.	  
The	  sealed	  boxes	  will	  be	  collected	  and	  transported	  to	  the	  researcher	  (Juliet	  Chipumuro)	   immediately	  
for	  processing.	  The	  questionnaire	  should	  take	  about	  thirty	  20	  minutes	  to	  complete.	  
	  
Please	   note	   that	   your	   participation	   in	   this	   survey	   is	   voluntary,	   completely	   anonymous	   and	   no	  
confidential	   information	   is	   required.	   All	   the	   data	   will	   be	   used	   for	   research	   purposes	   only	   and	   the	  
privacy	   and	   confidentiality	   of	   your	   opinion	   will	   be	   respected.	   Names	   of	   individuals	   department	   or	  
327	  
	  
hotels	   will	   not	   appear	   in	   the	   research	   report.	   Only	   aggregate	   data	   and	   summary	   statistics	   will	   be	  
reported.	  Once	  the	  research	  has	  been	  conducted	  the	  data	  will	  be	  handed	  to	  the	  research	  supervisor,	  
Prof	  L	  Louw,	   for	  private	  storage.	  This	  research	  study	  has	  been	  approved	  by	  the	  Faculty	  of	  Commerce	  
Higher	  Degrees	  Committee	  and	  the	  Department	  of	  Management	  Human	  Ethics	  Committee	  of	  Rhodes	  
University.	  	  
	  
Thank	   you	   once	   again	   for	   your	   willingness	   to	   contribute	   to	   the	   success	   of	   this	   important	   research	  
project.	  	  
	  
Thank	  you.	  
	  
Juliet	  Chipumuro	  
PhD	  Candidate	  
Department	  of	  Management	  
Rhodes	  University,	  Grahamstown,	  South	  Africa	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SURVEY	  ON	  LEADER/MANAGER	  EI	  
	  
This	  questionnaire	  consists	  of	  two	  sections:	  
	  
Section	  A:	  Demographic	  information.	  	  
	  
	  Section	  B:	  Self-­‐assessment	  of	  own	  EI	  (self).	  	  
	  
	  
The	  questionnaire	  should	  take	  about	  twenty	  (20)	  minutes	  to	  complete	  
	  
	  
	  
PARTICIPANT	  CONSENT	  
• I	  hereby	  certify	  that	  my	  response	  to	  the	  information	  in	  this	  document	  is	  correct	  to	  the	  
best	  of	  my	  knowledge.	  	  
• I	  hereby	  give	  consent	  to	  the	  researchers	  to	  use	  the	  information	  contained	  in	  this	  
document	  for	  the	  purpose	  of	  completing	  their	  research	  project,	  and	  that	  i	  will	  not	  be	  
identified	  and	  my	  personal	  results	  will	  be	  kept	  confidential.	  	  
• I	  understood	  the	  purpose	  of	  the	  research	  and	  my	  involvement	  in	  it.	  	  
• My	  participation	  in	  this	  survey	  is	  voluntary	  and	  I	  understood	  that	  I	  could	  withdraw	  from	  
the	  research	  at	  any	  stage.	  
Based	  on	  the	  above	  I	  hereby	  agree	  to	  participate	  in	  this	  survey.	  	  
	  
	  
SECTION	  A:	  BIOGRAPHICAL	  INFORMATION	  	  
	  
The	   following	   questions	   provide	   biographical	   information	   about	   you.	   Please	   indicate	   your	  
response	  by	  making	  a	  cross	  (x)	  in	  the	  appropriate	  numbered	  block	  as	  requested.	  	  
	  
	   	  
	  
	  
1.	  Please	  indicate	  your	  gender	  
	   Male	   	   1	  
	   Female	   	   2	  
	  
	  
2.Please	  indicate	  the	  population	  group	  you	  belong	  to	  
	   White	   	   1	  
	   Coloured	   	   2	  
	   Black	   	   3	  
	   Asian	  
Indian	  
	   4	  
	  
	  
	  
3.Please	  indicate	  the	  age	  group	  you	  are	  in	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   Less	  than	  20	  years	   	   1	  
	   21	  –	  30	  years	   	   2	  
	   31	  –	  40	  years	   	   3	  
	   41	  –	  50	  years	   	   4	  
	   51	  –	  60	  years	   	   5	  
	   Above	  60	   	   6	  
	  
	  
4.	  Please	  indicate	  your	  highest	  level	  of	  qualification	  	  
	   Below	  grade	  12	   	   1	  
	   Matriculate	   	   3	  
	   Diploma	   	   4	  
	   Bachelors	  Degree	   	   5	  
	   Honours	  degree	   	   6	  
	   Masters	  Degree	   	   7	  
	   PhD	  degree	   	   8	  
	  
5.	  Please	  indicate	  for	  how	  long	  have	  you	  been	  working	  under	  your	  current	  leader/manager?	  	  
	   Less	  than	  one	  year	   	   1	  
	   1	  –	  3	  years	   	   2	  
	   3	  –	  5	  years	   	   3	  
	   More	  than	  5	  years	   	   4	  
6.	  Please	  indicate	  the	  department	  you	  work	  in	  	  
	   Front	  office?	   	   1	  
	   Housekeeping?	   	   2	  
	   Food	  and	  beverage	  service?	   	   3	  
	   Food	  and	  Beverages	  production?	   	   4	  
	   Maintenance,	  security	  and	  engineering?	   	   5	  
	   Laundry?	   	   6	  
	   Sales	  and	  Marketing?	   	   7	  
	   HR?	   	   8	  
	   Accounts/control	   	   9	  
	   Sales	  and	  Marketing	   	   10	  
	   Other	  operated	  department	  (Please	  specify)	   	   11	  
	  
	  
	  
SECTION	  B	  EI	  
	  
The	  following	  statements	  reflect	  work-­‐related	  behaviours	  and	  relationships.	  Think	  about	  how	  you	  have	  
behaved	  over	  the	  previous	  several	  months.	  Then,	  use	  the	  scale	  below	  to	  indicate	  how	  frequently	  you	  
have	  exhibited	  each	  behaviour.	  Please	  indicate	  your	  response	  by	  making	  a	  cross	  (x)	  in	  the	  appropriate	  
block	  as	  requested.	  	  
	  
	  
Thank	  you	  for	  your	  cooperation.	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APPENDIX C      RELIABILITY DATA 
RELIABILITY ALL VARIABLES - Inter-Item Correlation Matrix 
	   EI_Self_Awareness_M 
EI_Self_Man_A
chievemt_M 
EI_Self_Man_A
daptability_M 
EI_Self_Man_S
elfControl_M 
EI_Self_Man_P
ositiveOut_M 
EI_Self_Awareness_M 1.000 .571 .569 .465 .544 
EI_Self_Man_Achievemt_M .571 1.000 .656 .666 .619 
EI_Self_Man_Adaptability_M .569 .656 1.000 .660 .658 
EI_Self_Man_SelfControl_M .465 .666 .660 1.000 .523 
EI_Self_Man_PositiveOut_M .544 .619 .658 .523 1.000 
EI_Social_Aware_Empathy_M .601 .630 .716 .629 .665 
EI_Social_Aware_Organizatn_M .595 .644 .688 .607 .716 
EI_Relation_Man_Conflict_M .554 .575 .594 .569 .600 
EI_Relation_Man_CoachMentor_M .544 .657 .674 .636 .702 
EI_Relation_Man_Influence_M .635 .645 .672 .554 .729 
EI_Relation_Man_Inspirational_M .605 .702 .704 .642 .657 
EI_Relation_Man_Teamwork_M .563 .705 .690 .666 .739 
	  
RELIABILITY ALL VARIABLES - Inter-Item Correlation Matrix 
	   EI_Social_Aware_Empathy_M 
EI_Social_Awar
e_Organizatn_
M 
EI_Relation_M
an_Conflict_M 
EI_Relation_M
an_CoachMent
or_M 
EI_Relation_M
an_Influence_
M 
EI_Self_Awareness_M .601 .595 .554 .544 .635 
EI_Self_Man_Achievemt_M .630 .644 .575 .657 .645 
EI_Self_Man_Adaptability_M .716 .688 .594 .674 .672 
EI_Self_Man_SelfControl_M .629 .607 .569 .636 .554 
EI_Self_Man_PositiveOut_M .665 .716 .600 .702 .729 
EI_Social_Aware_Empathy_M 1.000 .688 .620 .693 .692 
EI_Social_Aware_Organizatn_M .688 1.000 .670 .660 .757 
EI_Relation_Man_Conflict_M .620 .670 1.000 .651 .649 
EI_Relation_Man_CoachMentor_M .693 .660 .651 1.000 .711 
EI_Relation_Man_Influence_M .692 .757 .649 .711 1.000 
EI_Relation_Man_Inspirational_M .650 .674 .649 .754 .678 
EI_Relation_Man_Teamwork_M .677 .734 .690 .777 .696 
	  
	  
RELIABILITY ALL VARIABLES - Inter-Item Correlation Matrix 
	   EI_Relation_Man_Inspirational_M EI_Relation_Man_Teamwork_M 
EI_Self_Awareness_M .605 .563 
EI_Self_Man_Achievemt_M .702 .705 
EI_Self_Man_Adaptability_M .704 .690 
EI_Self_Man_SelfControl_M .642 .666 
EI_Self_Man_PositiveOut_M .657 .739 
EI_Social_Aware_Empathy_M .650 .677 
EI_Social_Aware_Organizatn_M .674 .734 
EI_Relation_Man_Conflict_M .649 .690 
EI_Relation_Man_CoachMentor_M .754 .777 
EI_Relation_Man_Influence_M .678 .696 
EI_Relation_Man_Inspirational_M 1.000 .743 
EI_Relation_Man_Teamwork_M .743 1.000 
	  
RELIABILITY ALL VARIABLES - Item-Total Statistics 
	   Scale Mean if Item Deleted 
Scale Variance 
if Item Deleted 
Corrected Item-
Total 
Correlation 
Squared 
Multiple 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
EI_Self_Awareness_M 42.9992 35.924 .679 .502 .956 
EI_Self_Man_Achievemt_M 42.6429 34.554 .779 .631 .953 
EI_Self_Man_Adaptability_M 42.8410 34.832 .803 .665 .953 
EI_Self_Man_SelfControl_M 42.8670 34.415 .724 .591 .955 
EI_Self_Man_PositiveOut_M 42.5483 34.596 .786 .672 .953 
EI_Social_Aware_Empathy_M 42.9016 34.942 .799 .660 .953 
EI_Social_Aware_Organizatn_M 42.5335 34.468 .819 .704 .952 
EI_Relation_Man_Conflict_M 42.7742 35.005 .748 .579 .954 
EI_Relation_Man_CoachMentor_M 42.6970 34.106 .825 .721 .952 
EI_Relation_Man_Influence_M 42.6487 34.457 .817 .710 .952 
EI_Relation_Man_Inspirational_M 42.6893 33.533 .824 .704 .952 
EI_Relation_Man_Teamwork_M 42.5649 34.123 .852 .755 .951 
	  
	  
	  
	  
331	  
	  
RELIABILITY ALL VARIABLES Followers - Item-Total Statistics 
	   Scale Mean if Item Deleted 
Scale Variance 
if Item Deleted 
Corrected Item-
Total 
Correlation 
Squared 
Multiple 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
EI_Relation_Man_Conflict_M 15.5323 6.001 .747 .567 .918 
EI_Relation_Man_CoachMentor_M 15.4795 5.638 .822 .687 .904 
EI_Relation_Man_Influence_M 15.3782 5.759 .806 .652 .907 
EI_Relation_Man_Inspirational_M 15.4751 5.470 .805 .655 .908 
EI_Relation_Man_Teamwork_M 15.3348 5.659 .840 .707 .900 
	  
	  
	  
RELIABILITY ALL VARIABLES  Leaders- Item-Total Statistics 
	   Scale Mean if Item Deleted 
Scale Variance 
if Item Deleted 
Corrected Item-
Total 
Correlation 
Squared 
Multiple 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
EI_Self_Awareness_M 24.7646 6.633 .528 .394 .872 
EI_Self_Man_Achievemt_M 24.2238 6.254 .724 .565 .845 
EI_Self_Man_Adaptability_M 24.5204 6.296 .757 .602 .842 
EI_Self_Man_SelfControl_M 24.5675 6.182 .611 .472 .863 
EI_Self_Man_PositiveOut_M 24.2971 6.507 .678 .509 .852 
EI_Social_Aware_Empathy_M 24.6121 6.616 .647 .452 .856 
EI_Social_Aware_Organizatn_M 24.2871 6.495 .652 .471 .855 
	  
RELIABILITY ALL VARIABLES  Leaders - Item-Total Statistics 
	   Scale Mean if Item Deleted 
Scale Variance 
if Item Deleted 
Corrected Item-
Total 
Correlation 
Squared 
Multiple 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
EI_Relation_Man_Conflict_M 16.9518 3.135 .608 .371 .851 
EI_Relation_Man_CoachMentor_M 16.7860 2.959 .794 .676 .805 
EI_Relation_Man_Influence_M 16.9299 3.185 .586 .359 .856 
EI_Relation_Man_Inspirational_M 16.7664 2.784 .722 .543 .823 
EI_Relation_Man_Teamwork_M 16.6999 3.105 .712 .587 .826 
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APPENDIX D   TEST OF HOMOGENEITY OF VARIANCE 
 
Table 6.9: Test of Homogeneity of variance 
 
                                   Test of Homogeneity of Variances – Age effect 
 Levine Statistic df1 df2 Sig. 
Leaders  
 
1.41 3 115 0.32 
 Followers 1.89 4 430 0.244 
 
Test of Homogeneity of Variances – Race effect  
 Levine Statistic df1 df2 Sig. 
Leaders  
 
2.00 3 114 0.26 
 Followers 1.85 3 430 0.25 
 
Test of Homogeneity of Variances – Education effect 
 Levine Statistic df1 df2 Sig. 
Leaders  
 
0.78 3 116 0.55 
 Followers 5.4133 3 430 0.083 
Test of Homogeneity of Variances – Period effect 
 Levine Statistic df1 df2 Sig. 
Leaders  
 
1.04 3 113 0.53 
 Followers 1.98 3 429 0.18 
 
Test of Homogeneity of Variances – Department effect 
 Levine Statistic df1 df2 Sig. 
Leaders  
 
1.28 8 107 0.36 
 Followers 0.9 9 414 0.55 
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 APPENDIX E    ONE-WAY ANOVA  
APPENDIX E1 ONE-WAY ANOVA FOLLOWERS 
 
One – way ANOVA – Age 
 S S df M S F Sig. 
EI_SelfAwareness 
Between Groups 39.915 4 9.979 .845 .497 
Within Groups 5076.758 430 11.806   
Total 5116.673 434    
EI_SelfManage_Achievemt 
Between Groups 139.965 4 34.991 2.335 .055 
Within Groups 6444.634 430 14.988   
Total 6584.599 434    
EI_SelfManage_Adaptabilit
y 
Between Groups 81.701 4 20.425 1.511 .198 
Within Groups 5811.014 430 13.514   
Total 5892.715 434    
EI_SelfManage_SelfControl 
Between Groups 199.090 4 49.772 2.720 .029 
Within Groups 7867.507 430 18.297   
Total 8066.596 434    
EI_SelfManage_PositiveOut 
Between Groups 77.530 4 19.382 1.204 .308 
Within Groups 6920.978 430 16.095   
Total 6998.508 434    
EI_SocialAware_Empathy 
Between Groups 53.423 4 13.356 1.435 .221 
Within Groups 4001.706 430 9.306   
Total 4055.129 434    
EI_SocialAware_Organizatn 
Between Groups 45.031 4 11.258 1.058 .377 
Within Groups 4575.253 430 10.640   
Total 4620.284 434    
EI_Relation_Man_Conflict 
Between Groups 23.455 4 5.864 .572 .683 
Within Groups 4411.137 430 10.258   
Total 4434.593 434    
EI_Relation_Man_CoachMe
ntor 
Between Groups 89.290 4 22.322 1.349 .251 
Within Groups 7113.261 430 16.542   
Total 7202.550 434    
EI_Relation_Man_Influence Between Groups 56.038 4 14.010 .892 .469 
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Within Groups 6757.021 430 15.714   
Total 6813.059 434    
EI_Relation_Man_Inspiratio
nal 
Between Groups 75.814 4 18.954 1.429 .223 
Within Groups 5702.357 430 13.261   
Total 5778.172 434    
EI_Relation_Man_Teamwor
k 
Between Groups 
105.803 4 26.451 1.682 .153 
Within Groups 6763.884 430 15.730   
Total 6869.687 434    
EI_Self_Management 
Between Groups 
826.028 4 206.507 1.141 .336 
Within Groups 77803.147 430 180.938   
Total 78629.175 434    
EI_Social_Awareness 
Between Groups 
177.458 4 44.364 1.298 .270 
Within Groups 14695.362 430 34.175   
Total 14872.819 434    
EI_Relationship_Man 
Between Groups 
709.833 4 177.458 .644 .631 
Within Groups 118513.376 430 275.613   
Total 119223.210 434    
 
 
One – way ANOVA - Race 
 Sum of Squares Df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 5.405 3 1.802 .153 .928 
Within Groups 5056.654 430 11.760   
Total 5062.059 433    
EI_SelfManage_Achievemt 
Between Groups 61.448 3 20.483 1.361 .254 
Within Groups 6470.982 430 15.049   
Total 6532.430 433    
EI_SelfManage_Adaptability 
Between Groups 75.930 3 25.310 1.893 .130 
Within Groups 5749.575 430 13.371   
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Total 5825.505 433    
EI_SelfManage_SelfControl 
Between Groups 53.348 3 17.783 .959 .412 
Within Groups 7976.350 430 18.550   
Total 8029.699 433    
EI_SelfManage_PositiveOut 
Between Groups 70.547 3 23.516 1.491 .216 
Within Groups 6782.193 430 15.773   
Total 6852.740 433    
EI_SocialAware_Empathy 
Between Groups 38.266 3 12.755 1.379 .249 
Within Groups 3977.957 430 9.251   
Total 4016.224 433    
EI_SocialAware_Organizatn 
Between Groups 20.041 3 6.680 .639 .590 
Within Groups 4497.380 430 10.459   
Total 4517.421 433    
EI_Relation_Man_Conflict 
Between Groups 50.457 3 16.819 1.667 .173 
Within Groups 4337.263 430 10.087   
Total 4387.720 433    
EI_Relation_Man_CoachMent
or 
Between Groups 24.189 3 8.063 .488 .690 
Within Groups 7098.558 430 16.508   
Total 7122.747 433    
EI_Relation_Man_Influence 
Between Groups 87.883 3 29.294 1.911 .127 
Within Groups 6591.921 430 15.330   
Total 6679.804 433    
EI_Relation_Man_Inspirational 
Between Groups 53.374 3 17.791 1.348 .258 
Within Groups 5673.927 430 13.195   
Total 5727.301 433    
EI_Relation_Man_Teamwork 
Between Groups 77.356 3 25.785 1.656 .176 
Within Groups 6696.241 430 15.573   
Total 6773.597 433    
EI_Self_Management 
Between Groups 828.754 3 276.251 1.549 .201 
Within Groups 76673.562 430 178.311   
Total 77502.316 433    
EI_Social_Awareness 
Between Groups 65.386 3 21.795 .645 .587 
Within Groups 14539.143 430 33.812   
Total 14604.529 433    
EI_Relationship_Man Between Groups 796.549 3 265.516 .980 .402 
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Within Groups 116467.878 430 270.856   
Total 117264.427 433    
 
One – way ANOVA - Education 
 Sum of Squares Df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 46.228 3 15.409 1.313 .269 
Within Groups 5045.203 430 11.733   
Total 5091.431 433    
EI_SelfManage_Achievemt 
Between Groups 136.744 3 45.581 3.058 .028 
Within Groups 6409.146 430 14.905   
Total 6545.890 433    
EI_SelfManage_Adaptability 
Between Groups 185.763 3 61.921 4.666 .003 
Within Groups 5706.605 430 13.271   
Total 5892.367 433    
EI_SelfManage_SelfControl 
Between Groups 113.778 3 37.926 2.052 .106 
Within Groups 7949.075 430 18.486   
Total 8062.853 433    
EI_SelfManage_PositiveOut 
Between Groups 93.730 3 31.243 1.946 .122 
Within Groups 6904.774 430 16.058   
Total 6998.504 433    
EI_SocialAware_Empathy 
Between Groups 149.966 3 49.989 5.504 .001 
Within Groups 3905.110 430 9.082   
Total 4055.076 433    
EI_SocialAware_Organizatn 
Between Groups 34.872 3 11.624 1.090 .353 
Within Groups 4584.156 430 10.661   
Total 4619.028 433    
EI_Relation_Man_Conflict 
Between Groups 22.470 3 7.490 .730 .534 
Within Groups 4411.418 430 10.259   
Total 4433.888 433    
EI_Relation_Man_CoachMent
or 
Between Groups 221.653 3 73.884 4.552 .004 
Within Groups 6979.142 430 16.231   
Total 7200.796 433    
EI_Relation_Man_Influence 
Between Groups 223.490 3 74.497 4.863 .002 
Within Groups 6587.404 430 15.320   
Total 6810.895 433    
EI_Relation_Man_Inspirationa Between Groups 136.597 3 45.532 3.471 .016 
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l Within Groups 5640.805 430 13.118   
Total 5777.403 433    
EI_Relation_Man_Teamwork 
Between Groups 57.825 3 19.275 1.217 .303 
Within Groups 6810.397 430 15.838   
Total 6868.222 433    
EI_Self_Management 
Between Groups 1858.473 3 619.491 3.471 .016 
Within Groups 76746.340 430 178.480   
Total 78604.813 433    
EI_Social_Awareness 
Between Groups 318.265 3 106.088 3.134 .025 
Within Groups 14553.762 430 33.846   
Total 14872.027 433    
EI_Relationship_Man 
Between Groups 2693.092 3 897.697 3.313 .020 
Within Groups 116528.173 430 270.996   
Total 119221.265 433    
 
One – way ANOVA - Period 
 Sum of Squares df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 59.832 3 19.944 1.697 .167 
Within Groups 5041.801 429 11.752   
Total 5101.633 432    
EI_SelfManage_Achievemt 
Between Groups 171.390 3 57.130 3.840 .010 
Within Groups 6382.803 429 14.878   
Total 6554.193 432    
EI_SelfManage_Adaptability 
Between Groups 110.628 3 36.876 2.737 .043 
Within Groups 5780.299 429 13.474   
Total 5890.927 432    
EI_SelfManage_SelfControl 
Between Groups 154.095 3 51.365 2.808 .039 
Within Groups 7846.759 429 18.291   
Total 8000.853 432    
EI_SelfManage_PositiveOut 
Between Groups 59.780 3 19.927 1.234 .297 
Within Groups 6928.472 429 16.150   
Total 6988.252 432    
EI_SocialAware_Empathy 
Between Groups 72.339 3 24.113 2.607 .051 
Within Groups 3967.313 429 9.248   
Total 4039.652 432    
EI_SocialAware_Organizatn Between Groups 107.599 3 35.866 3.430 .017 
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Within Groups 4485.703 429 10.456   
Total 4593.302 432    
EI_Relation_Man_Conflict 
Between Groups 85.257 3 28.419 2.808 .039 
Within Groups 4341.251 429 10.119   
Total 4426.508 432    
EI_Relation_Man_CoachMent
or 
Between Groups 54.380 3 18.127 1.089 .353 
Within Groups 7138.458 429 16.640   
Total 7192.838 432    
EI_Relation_Man_Influence 
Between Groups 210.330 3 70.110 4.558 .004 
Within Groups 6598.708 429 15.382   
Total 6809.038 432    
EI_Relation_Man_Inspirationa
l 
Between Groups 74.522 3 24.841 1.869 .134 
Within Groups 5702.865 429 13.293   
Total 5777.388 432    
EI_Relation_Man_Teamwork 
Between Groups 60.652 3 20.217 1.283 .280 
Within Groups 6762.155 429 15.763   
Total 6822.807 432    
EI_Self_Management 
Between Groups 1550.343 3 516.781 2.888 .035 
Within Groups 76754.546 429 178.915   
Total 78304.888 432    
EI_Social_Awareness 
Between Groups 352.965 3 117.655 3.496 .016 
Within Groups 14438.563 429 33.656   
Total 14791.528 432    
EI_Relationship_Man 
Between Groups 1546.568 3 515.523 1.882 .132 
Within Groups 117501.019 429 273.895   
Total 119047.587 432    
 
One – Way ANOVA - Department-  
 Sum of Squares df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 102.712 9 11.412 .951 .480 
Within Groups 4968.062 414 12.000   
Total 5070.774 423    
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EI_SelfManage_Achievemt 
Between Groups 276.620 9 30.736 2.089 .029 
Within Groups 6090.423 414 14.711   
Total 6367.043 423    
EI_SelfManage_Adaptability 
Between Groups 151.121 9 16.791 1.226 .277 
Within Groups 5672.121 414 13.701   
Total 5823.241 423    
EI_SelfManage_SelfControl 
Between Groups 424.781 9 47.198 2.568 .007 
Within Groups 7609.837 414 18.381   
Total 8034.618 423    
EI_SelfManage_PositiveOut 
Between Groups 274.901 9 30.545 1.971 .041 
Within Groups 6416.513 414 15.499   
Total 6691.414 423    
EI_SocialAware_Empathy 
Between Groups 201.875 9 22.431 2.435 .010 
Within Groups 3813.115 414 9.210   
Total 4014.990 423    
EI_SocialAware_Organizatn 
Between Groups 144.120 9 16.013 1.494 .148 
Within Groups 4438.420 414 10.721   
Total 4582.540 423    
EI_Relation_Man_Conflict 
Between Groups 229.746 9 25.527 2.542 .008 
Within Groups 4157.223 414 10.042   
Total 4386.969 423    
EI_Relation_Man_CoachMent
or 
Between Groups 182.762 9 20.307 1.221 .280 
Within Groups 6887.938 414 16.638   
Total 7070.700 423    
EI_Relation_Man_Influence 
Between Groups 181.825 9 20.203 1.287 .242 
Within Groups 6500.619 414 15.702   
Total 6682.444 423    
EI_Relation_Man_Inspirationa
l 
Between Groups 101.702 9 11.300 .847 .573 
Within Groups 5522.258 414 13.339   
Total 5623.960 423    
EI_Relation_Man_Teamwork 
Between Groups 177.177 9 19.686 1.228 .276 
Within Groups 6638.912 414 16.036   
Total 6816.089 423    
EI_Self_Management 
Between Groups 3145.048 9 349.450 1.948 .044 
Within Groups 74264.644 414 179.383   
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Total 77409.692 423    
EI_Social_Awareness 
Between Groups 639.793 9 71.088 2.088 .029 
Within Groups 14092.579 414 34.040   
Total 14732.372 423    
EI_Relationship_Man 
Between Groups 3596.095 9 399.566 1.453 .163 
Within Groups 113855.096 414 275.012   
Total 117451.191 423    
 
 
 
APPENDIX  E 2 ONE-WAY ANOVA LEADERS  
One- way ANOVA Age 
 Sum of Squares df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 4.739 3 1.580 .125 .945 
Within Groups 1458.094 115 12.679   
Total 1462.833 118    
EI_SelfManage_Achievemt 
Between Groups 55.847 3 18.616 1.705 .170 
Within Groups 1255.850 115 10.920   
Total 1311.697 118    
EI_SelfManage_Adaptability 
Between Groups 98.687 3 32.896 3.508 .018 
Within Groups 1078.502 115 9.378   
Total 1177.189 118    
EI_SelfManage_SelfControl 
Between Groups 215.013 3 71.671 5.233 .002 
Within Groups 1574.893 115 13.695   
Total 1789.906 118    
EI_SelfManage_PositiveOut 
Between Groups 55.502 3 18.501 2.056 .110 
Within Groups 1035.034 115 9.000   
Total 1090.536 118    
EI_SocialAware_Empathy 
Between Groups 35.596 3 11.865 1.863 .140 
Within Groups 732.622 115 6.371   
Total 768.218 118    
EI_SocialAware_Organizatn 
Between Groups 77.044 3 25.681 3.796 .012 
Within Groups 778.065 115 6.766   
Total 855.109 118    
EI_Relation_Man_Conflict Between Groups 10.426 3 3.475 .471 .703 
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Within Groups 849.087 115 7.383   
Total 859.514 118    
EI_Relation_Man_CoachMent
or 
Between Groups 48.154 3 16.051 1.867 .139 
Within Groups 988.850 115 8.599   
Total 1037.004 118    
EI_Relation_Man_Influence 
Between Groups 
45.825 3 15.275 1.508 .216 
Within Groups 1164.643 115 10.127   
Total 1210.468 118    
EI_Relation_Man_Inspirationa
l 
Between Groups 
27.015 3 9.005 1.000 .395 
Within Groups 1035.102 115 9.001   
Total 1062.117 118    
EI_Relation_Man_Teamwork 
Between Groups 29.295 3 9.765 1.124 .342 
Within Groups 998.859 115 8.686   
Total 1028.154 118    
EI_Self_Management 
Between Groups 1066.890 3 355.630 2.971 .035 
Within Groups 13763.402 115 119.682   
Total 14830.292 118    
EI_Social_Awareness 
Between Groups 198.769 3 66.256 3.457 .019 
Within Groups 2204.156 115 19.167   
Total 2402.924 118    
EI_Relationship_Man 
Between Groups 704.721 3 234.907 1.666 .178 
Within Groups 16213.705 115 140.989   
Total 16918.426 118    
 
 
One – Way ANOVA - Race 
 Sum of Squares df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 159.449 3 53.150 4.779 .004 
Within Groups 1267.865 114 11.122   
Total 1427.314 117    
EI_SelfManage_Achievemt 
Between Groups 69.957 3 23.319 2.169 .095 
Within Groups 1225.435 114 10.749   
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Total 1295.391 117    
EI_SelfManage_Adaptability 
Between Groups 138.728 3 46.243 5.116 .002 
Within Groups 1030.510 114 9.040   
Total 1169.238 117    
EI_SelfManage_SelfControl 
Between Groups 85.955 3 28.652 1.931 .128 
Within Groups 1691.165 114 14.835   
Total 1777.120 117    
EI_SelfManage_PositiveOut 
Between Groups 44.444 3 14.815 1.602 .193 
Within Groups 1054.110 114 9.247   
Total 1098.554 117    
EI_SocialAware_Empathy 
Between Groups 43.792 3 14.597 2.345 .077 
Within Groups 709.606 114 6.225   
Total 753.398 117    
EI_SocialAware_Organizatn 
Between Groups 95.933 3 31.978 4.977 .003 
Within Groups 732.507 114 6.426   
Total 828.441 117    
EI_Relation_Man_Conflict 
Between Groups 33.016 3 11.005 1.555 .204 
Within Groups 807.054 114 7.079   
Total 840.070 117    
EI_Relation_Man_CoachMent
or 
Between Groups 98.913 3 32.971 3.835 .012 
Within Groups 980.022 114 8.597   
Total 1078.935 117    
EI_Relation_Man_Influence 
Between Groups 48.276 3 16.092 1.625 .188 
Within Groups 1129.056 114 9.904   
Total 1177.332 117    
EI_Relation_Man_Inspirationa
l 
Between Groups 82.143 3 27.381 3.527 .017 
Within Groups 884.889 114 7.762   
Total 967.032 117    
EI_Relation_Man_Teamwork 
Between Groups 97.279 3 32.426 3.976 .010 
Within Groups 929.812 114 8.156   
Total 1027.091 117    
EI_Self_Management 
Between Groups 999.239 3 333.080 2.792 .044 
Within Groups 13600.046 114 119.299   
Total 14599.285 117    
EI_Social_Awareness 
Between Groups 182.969 3 60.990 3.246 .025 
Within Groups 2141.955 114 18.789   
343	  
	  
Total 2324.924 117    
EI_Relationship_Man 
Between Groups 1598.586 3 532.862 4.094 .008 
Within Groups 14838.090 114 130.159   
Total 16436.677 117    
 
 
 
One – Way ANOVA - Education 
 Sum of Squares df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 107.385 3 35.795 3.063 .031 
Within Groups 1355.548 116 11.686   
Total 1462.933 119    
EI_SelfManage_Achieve
mt 
Between Groups 157.300 3 52.433 5.264 .002 
Within Groups 1155.552 116 9.962   
Total 1312.852 119    
EI_SelfManage_Adaptab
ility 
Between Groups 81.585 3 27.195 2.870 .039 
Within Groups 1099.055 116 9.475   
Total 1180.640 119    
EI_SelfManage_SelfCont
rol 
Between Groups 180.950 3 60.317 4.339 .006 
Within Groups 1612.473 116 13.901   
Total 1793.423 119    
EI_SelfManage_Positive
Out 
Between Groups 20.301 3 6.767 .697 .556 
Within Groups 1126.807 116 9.714   
Total 1147.108 119    
EI_SocialAware_Empath
y 
Between Groups 9.463 3 3.154 .482 .695 
Within Groups 759.204 116 6.545   
Total 768.667 119    
EI_SocialAware_Organiz
atn 
Between Groups 48.142 3 16.047 2.302 .081 
Within Groups 808.650 116 6.971   
Total 856.792 119    
EI_Relation_Man_Confli
ct 
Between Groups 10.898 3 3.633 .496 .686 
Within Groups 848.969 116 7.319   
Total 859.867 119    
EI_Relation_Man_Coach
Mentor 
Between Groups 55.212 3 18.404 2.084 .106 
Within Groups 1024.201 116 8.829   
Total 1079.413 119    
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EI_Relation_Man_Influe
nce 
Between Groups 11.143 3 3.714 .359 .783 
Within Groups 1201.240 116 10.356   
Total 1212.384 119    
EI_Relation_Man_Inspir
ational 
Between Groups 109.573 3 36.524 4.446 .005 
Within Groups 952.989 116 8.215   
Total 1062.562 119    
EI_Relation_Man_Team
work 
Between Groups 54.583 3 18.194 2.148 .098 
Within Groups 982.657 116 8.471   
Total 1037.240 119    
EI_Self_Management 
Between Groups 1510.599 3 503.533 4.372 .006 
Within Groups 13361.483 116 115.185   
Total 14872.081 119    
EI_Social_Awareness 
Between Groups 95.131 3 31.710 1.591 .195 
Within Groups 2311.661 116 19.928   
Total 2406.792 119    
EI_Relationship_Man 
Between Groups 741.529 3 247.176 1.767 .157 
Within Groups 16224.243 116 139.864   
Total 16965.772 119    
 
One – way ANOVA – Period  
 Sum of Squares df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 3.534 3 1.178 .091 .965 
Within Groups 1455.768 113 12.883   
Total 1459.301 116    
EI_SelfManage_Achieve
mt 
Between Groups 43.800 3 14.600 1.335 .267 
Within Groups 1236.172 113 10.940   
Total 1279.972 116    
EI_SelfManage_Adaptab
ility 
Between Groups 15.146 3 5.049 .499 .683 
Within Groups 1142.160 113 10.108   
Total 1157.306 116    
EI_SelfManage_SelfCont
rol 
Between Groups 33.497 3 11.166 .756 .521 
Within Groups 1668.018 113 14.761   
Total 1701.515 116    
EI_SelfManage_Positive
Out 
Between Groups 18.089 3 6.030 .634 .595 
Within Groups 1074.677 113 9.510   
Total 1092.766 116    
345	  
	  
EI_SocialAware_Empath
y 
Between Groups 18.282 3 6.094 .922 .433 
Within Groups 747.017 113 6.611   
Total 765.299 116    
EI_SocialAware_Organiz
atn 
Between Groups 14.159 3 4.720 .656 .581 
Within Groups 813.140 113 7.196   
Total 827.299 116    
EI_Relation_Man_Confli
ct 
Between Groups 19.308 3 6.436 .880 .454 
Within Groups 826.045 113 7.310   
Total 845.354 116    
EI_Relation_Man_Coach
Mentor 
Between Groups 18.028 3 6.009 .648 .586 
Within Groups 1048.207 113 9.276   
Total 1066.235 116    
EI_Relation_Man_Influe
nce 
Between Groups 26.780 3 8.927 .883 .452 
Within Groups 1142.199 113 10.108   
Total 1168.979 116    
EI_Relation_Man_Inspir
ational 
Between Groups 21.762 3 7.254 .788 .503 
Within Groups 1039.796 113 9.202   
Total 1061.558 116    
EI_Relation_Man_Team
work 
Between Groups 52.183 3 17.394 2.006 .117 
Within Groups 980.052 113 8.673   
Total 1032.235 116    
EI_Self_Management 
Between Groups 281.462 3 93.821 .743 .528 
Within Groups 14260.569 113 126.200   
Total 14542.031 116    
EI_Social_Awareness 
Between Groups 59.892 3 19.964 .976 .407 
Within Groups 2312.416 113 20.464   
Total 2372.308 116    
EI_Relationship_Man 
Between Groups 446.437 3 148.812 1.022 .386 
Within Groups 16448.879 113 145.565   
Total 16895.316 116    
 
One – way ANOVA - Department 
 Sum of Squares df Mean Square F Sig. 
EI_SelfAwareness 
Between Groups 231.167 9 25.685 2.273 .023 
Within Groups 1209.030 107 11.299   
Total 1440.197 116    
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EI_SelfManage_Achieve
mt 
Between Groups 99.454 9 11.050 1.002 .443 
Within Groups 1180.231 107 11.030   
Total 1279.685 116    
EI_SelfManage_Adaptab
ility 
Between Groups 116.657 9 12.962 1.337 .226 
Within Groups 1036.991 107 9.692   
Total 1153.648 116    
EI_SelfManage_SelfCont
rol 
Between Groups 104.196 9 11.577 .787 .629 
Within Groups 1574.595 107 14.716   
Total 1678.791 116    
EI_SelfManage_Positive
Out 
Between Groups 54.594 9 6.066 .618 .780 
Within Groups 1050.972 107 9.822   
Total 1105.566 116    
EI_SocialAware_Empath
y 
Between Groups 60.250 9 6.694 1.017 .432 
Within Groups 704.673 107 6.586   
Total 764.923 116    
EI_SocialAware_Organiz
atn 
Between Groups 106.222 9 11.802 1.755 .085 
Within Groups 719.436 107 6.724   
Total 825.658 116    
EI_Relation_Man_Confli
ct 
Between Groups 86.639 9 9.627 1.349 .221 
Within Groups 763.432 107 7.135   
Total 850.072 116    
EI_Relation_Man_Coach
Mentor 
Between Groups 83.720 9 9.302 1.027 .423 
Within Groups 968.812 107 9.054   
Total 1052.532 116    
EI_Relation_Man_Influe
nce 
Between Groups 68.073 9 7.564 .744 .667 
Within Groups 1087.121 107 10.160   
Total 1155.195 116    
EI_Relation_Man_Inspir
ational 
Between Groups 90.758 9 10.084 1.127 .350 
Within Groups 957.684 107 8.950   
Total 1048.442 116    
EI_Relation_Man_Team
work 
Between Groups 69.372 9 7.708 .867 .557 
Within Groups 951.744 107 8.895   
Total 1021.117 116    
EI_Self_Management 
Between Groups 1037.673 9 115.297 .915 .515 
Within Groups 13487.427 107 126.051   
Total 14525.099 116    
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EI_Social_Awareness 
Between Groups 224.702 9 24.967 1.235 .282 
Within Groups 2163.264 107 20.217   
Total 2387.966 116    
EI_Relationship_Man 
Between Groups 1458.621 9 162.069 1.129 .349 
Within Groups 15356.695 107 143.521   
Total 16815.316 116    
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APPENDIX F: THE EFFECT OF DEMOGRAPHIC VARIABLES ON THE 
ESCI DIMENSIONS USING T-TEST 
 
1.1 Testing (t-Test): Demographic variable on ESCI 
1.1.2 Group effect 
There is significant difference between leaders and followers with regards to their mean scores on the 
ESCI variables. 
 
Table F1 gives a summary of the descriptive statistics for the two groups with the four EI Clusters and 
12 EI dimensions. For example the mean self-awareness (SA/ESA) leader score is 22.685 with a 
standard deviation of .3201 while the mean self-awareness (SA/ESA) follower score for self-awareness 
is 21.382 with a standard deviation of .1646. in the next section the independent sample t-Test is 
reviewed. 
 
Table F1 Group statistics 
 Group N Mean Std. Deviation Std. Error Mean 
EI_SelfAwareness 
Leader 120 22.685 3.5062 .3201 
Follower 435 21.382 3.4336 .1646 
EI_SelfManage_Achievemt 
Leader 120 25.930 3.3215 .3032 
Follower 435 23.214 3.8951 .1868 
EI_SelfManage_Adaptability 
Leader 120 24.150 3.1498 .2875 
Follower 435 22.189 3.6848 .1767 
EI_SelfManage_SelfControl 
Leader 120 23.868 3.8821 .3544 
Follower 435 22.067 4.3112 .2067 
EI_SelfManage_PositiveOut 
Leader 120 25.490 3.1048 .2834 
Follower 435 24.060 4.0157 .1925 
EI_SocialAware_Empathy 
Leader 120 19.667 2.5415 .2320 
Follower 435 18.230 3.0567 .1466 
EI_SocialAware_Organizatn 
Leader 120 21.292 2.6833 .2449 
Follower 435 20.130 3.2628 .1564 
EI_Relation_Man_Conflict 
Leader 120 20.408 2.6881 .2454 
Follower 435 18.839 3.1966 .1533 
EI_Relation_Man_CoachMentor 
Leader 120 25.485 3.0118 .2749 
Follower 435 22.923 4.0738 .1953 
EI_Relation_Man_Influence 
Leader 120 24.622 3.1919 .2914 
Follower 435 23.530 3.9621 .1900 
EI_Relation_Man_Inspirational Leader 120 21.335 2.9882 .2728 
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Follower 435 19.124 3.6488 .1749 
EI_Relation_Man_Teamwork 
Leader 120 26.002 2.9523 .2695 
Follower 435 23.791 3.9785 .1908 
EI_Self_Management 
Leader 120 99.438 11.1792 1.0205 
Follower 435 91.530 13.4601 .6454 
EI_Social_Awareness 
Leader 120 40.958 4.4972 .4105 
Follower 435 38.361 5.8540 .2807 
EI_Relationship_Man 
Leader 120 117.852 11.9402 1.0900 
Follower 435 108.207 16.5743 .7947 
 
 
1.1.3 Independent samples Test t-test 
Reviewing the 2-tailed significance for the self-management cluster – Achievement orientation (p = 
0.023 and .015) and self-control (p = .015 and .015) the null hypothesis of no population difference 
for the above dimension of the ESCI can be rejected. For the remaining ESCI clusters and 
dimensions we accept the null hypothesis of equal variance 
 
 
 
Table F2 : Independent samples test for group and the ESCI 
Independent Samples Test 
 Levene's Test for 
Equality of 
Variances 
t-test for Equality of Means 
F Sig. t df Sig. (2-
tailed) 
Mean 
Differe
nce 
Std. 
Error 
Differe
nce 
95% Confidence 
Interval of the 
Difference 
        Lower Upper 
EI_SelfAwarenes
s 
Equal variances 
assumed 
.456 .500 3.665 553 .000 1.3034 .3557 .6048 2.0020 
Equal variances 
not assumed 
  3.621 186.709 .000 1.3034 .3599 .5933 2.0134 
EI_SelfManage_
Achievemt 
Equal variances 
assumed 
3.076 .080 6.969 553 .000 2.7155 .3897 1.9501 3.4809 
Equal variances 
not assumed 
  7.626 217.821 .000 2.7155 .3561 2.0137 3.4174 
EI_SelfManage_
Adaptability 
Equal variances 
assumed 
1.584 .209 5.318 553 .000 1.9613 .3688 1.2369 2.6856 
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Equal variances 
not assumed 
  5.812 217.319 .000 1.9613 .3375 1.2961 2.6264 
EI_SelfManage_
SelfControl 
Equal variances 
assumed 
1.157 .283 4.134 553 .000 1.8001 .4354 .9449 2.6554 
Equal variances 
not assumed 
  4.388 207.171 .000 1.8001 .4103 .9913 2.6090 
EI_SelfManage_
PositiveOut 
Equal variances 
assumed 
1.001 .318 3.615 553 .000 1.4305 .3957 .6531 2.2078 
Equal variances 
not assumed 
  4.175 240.151 .000 1.4305 .3426 .7555 2.1054 
EI_SocialAware_
Empathy 
Equal variances 
assumed 
.892 .345 4.717 553 .000 1.4364 .3045 .8382 2.0346 
Equal variances 
not assumed 
  5.234 223.176 .000 1.4364 .2744 .8956 1.9772 
EI_SocialAware_
Organizatn 
Equal variances 
assumed 
1.194 .275 3.578 553 .000 1.1612 .3245 .5238 1.7986 
Equal variances 
not assumed 
  3.995 225.585 .000 1.1612 .2906 .5885 1.7339 
EI_Relation_Man
_Conflict 
Equal variances 
assumed 
2.752 .098 4.920 553 .000 1.5698 .3191 .9431 2.1965 
Equal variances 
not assumed 
  5.426 220.741 .000 1.5698 .2893 .9997 2.1400 
EI_Relation_Man
_CoachMentor 
Equal variances 
assumed 
4.725 .030 6.420 553 .000 2.5620 .3990 1.7782 3.3458 
Equal variances 
not assumed 
  7.597 251.846 .000 2.5620 .3373 1.8978 3.2262 
EI_Relation_Man
_Influence 
Equal variances 
assumed 
1.772 .184 2.778 553 .006 1.0913 .3928 .3197 1.8629 
Equal variances 
not assumed 
  3.137 230.258 .002 1.0913 .3478 .4060 1.7767 
EI_Relation_Man
_Inspirational 
Equal variances 
assumed 
4.272 .039 6.097 553 .000 2.2113 .3627 1.4989 2.9236 
Equal variances 
not assumed 
  6.824 226.520 .000 2.2113 .3241 1.5727 2.8498 
EI_Relation_Man
_Teamwork 
Equal variances 
assumed 
4.993 .026 5.669 553 .000 2.2104 .3899 1.4445 2.9763 
Equal variances 
not assumed 
  6.694 250.834 .000 2.2104 .3302 1.5601 2.8607 
EI_Self_Manage
ment 
Equal variances 
assumed 
2.273 .132 5.898 553 .000 7.9074 1.3408 5.2737 10.5410 
Equal variances 
not assumed 
  6.549 223.413 .000 7.9074 1.2075 5.5279 10.2868 
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EI_Social_Aware
ness 
Equal variances 
assumed 
2.084 .149 4.507 553 .000 2.5976 .5764 1.4654 3.7298 
Equal variances 
not assumed 
  5.223 241.761 .000 2.5976 .4973 1.6180 3.5772 
EI_Relationship_
Man 
Equal variances 
assumed 
3.999 .046 5.960 553 .000 9.6448 1.6182 6.4664 12.8233 
Equal variances 
not assumed 
  7.150 259.059 .000 9.6448 1.3489 6.9886 12.3011 
 
1.2. Gender  
There is no difference between male and female with regards to their mean scores on the ESCI 
variables. 
 
1.1.2.1 Group statistics 
Table F2 gives a summary of the descriptive statistics for the two groups with the four EI Clusters and 12 EI 
dimensions. For example the mean self-awareness (SA/ESA) male score is 21.028 with a standard deviation of 
.3066 while the mean self-awareness (SA/ESA) female score for self-awareness is 21.524 with a standard 
deviation of .1949. in the next section the independent sample t-Test is reviewed. 
 
Table F2 : group Statistics 
 GENDER N Mean Std. Deviation Std. Error Mean 
EI_SelfAwareness 
Male 125 21.028 3.4280 .3066 
Female 310 21.524 3.4311 .1949 
EI_SelfManage_Achievemt 
Male 125 22.549 3.4007 .3042 
Female 310 23.483 4.0518 .2301 
EI_SelfManage_Adaptability 
Male 125 21.756 3.3686 .3013 
Female 310 22.363 3.7961 .2156 
EI_SelfManage_SelfControl 
Male 125 21.274 4.3178 .3862 
Female 310 22.387 4.2740 .2427 
EI_SelfManage_PositiveOut 
Male 125 24.359 3.7874 .3388 
Female 310 23.939 4.1039 .2331 
EI_SocialAware_Empathy 
Male 125 17.924 2.4212 .2166 
Female 310 18.354 3.2738 .1859 
EI_SocialAware_Organizatn 
Male 125 19.676 2.6793 .2396 
Female 310 20.314 3.4575 .1964 
EI_Relation_Man_Conflict 
Male 125 18.408 2.9221 .2614 
Female 310 19.012 3.2893 .1868 
EI_Relation_Man_CoachMentor 
Male 125 22.669 3.5586 .3183 
Female 310 23.025 4.2651 .2422 
EI_Relation_Man_Influence 
Male 125 22.974 3.3060 .2957 
Female 310 23.755 4.1818 .2375 
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EI_Relation_Man_Inspirational 
Male 125 18.818 3.1340 .2803 
Female 310 19.248 3.8347 .2178 
EI_Relation_Man_Teamwork 
Male 125 23.770 3.3651 .3010 
Female 310 23.800 4.2057 .2389 
EI_Self_Management 
Male 125 89.938 11.7241 1.0486 
Female 310 92.172 14.0665 .7989 
EI_Social_Awareness 
Male 125 37.600 4.5767 .4094 
Female 310 38.667 6.2768 .3565 
EI_Relationship_Man 
Male 125 106.639 13.4253 1.2008 
Female 310 108.840 17.6666 1.0034 
 
 
1.1.3.1 Independent samples Test t-test 
Reviewing the 2-tailed significance for the self-management cluster – Achievement orientation (p = 
0.023 and .015) and self-control (p = .015 and .015) the null hypothesis of no population difference for 
the above dimension of the ESCI can be rejected. For the remaining ESCI clusters and dimensions we 
accept the null hypothesis of equal variance.  
 
Table F2 : Independent samples test for age and the ESCI 
 Levene's Test for 
Equality of 
Variances 
t-test for Equality of Means 
F Sig. t df Sig. (2-
tailed) 
Mean 
Difference 
Std. 
Error 
Differ
ence 
95% Confidence 
Interval of the 
Difference 
        Lower Upper 
EI_SelfAwareness 
 .031 .861 -1.365 433 .173 -.4962 .3634 -1.2105 .2181 
  -1.366 229.391 .173 -.4962 .3633 -1.2120 .2196 
EI_SelfManage_Achievemt 
 2.432 .120 -2.274 433 .023 -.9341 .4107 -1.7414 -.1268 
  -2.449 270.954 .015 -.9341 .3814 -1.6850 -.1832 
EI_SelfManage_Adaptability 
 1.734 .189 -1.558 433 .120 -.6072 .3898 -1.3733 .1589 
  -1.639 256.518 .102 -.6072 .3705 -1.3368 .1224 
EI_SelfManage_SelfControl 
 .174 .677 -2.450 433 .015 -1.1127 .4542 -2.0054 -.2200 
  -2.439 227.110 .015 -1.1127 .4562 -2.0115 -.2139 
EI_SelfManage_PositiveOut 
 .465 .495 .988 433 .324 .4205 .4255 -.4158 1.2568 
  1.023 246.989 .307 .4205 .4112 -.3894 1.2304 
EI_SocialAware_Empathy  10.192 .002 -1.328 433 .185 -.4298 .3236 -1.0658 .2062 
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  -1.506 307.219 .133 -.4298 .2854 -.9914 .1319 
EI_SocialAware_Organizatn 
 4.913 .027 -1.850 433 .065 -.6377 .3447 -1.3153 .0399 
  -2.058 293.362 .040 -.6377 .3098 -1.2475 -.0280 
EI_Relation_Man_Conflict 
 1.682 .195 -1.788 433 .074 -.6041 .3378 -1.2681 .0599 
  -1.880 256.238 .061 -.6041 .3213 -1.2368 .0286 
EI_Relation_Man_CoachMento
r 
 1.486 .224 -.826 433 .409 -.3567 .4318 -1.2053 .4920 
  -.892 272.557 .373 -.3567 .4000 -1.1441 .4308 
EI_Relation_Man_Influence 
 6.120 .014 -1.864 433 .063 -.7801 .4186 -1.6029 .0426 
  -2.057 287.577 .041 -.7801 .3793 -1.5266 -.0336 
EI_Relation_Man_Inspirational 
 6.120 .014 -1.111 433 .267 -.4296 .3865 -1.1892 .3301 
  -1.210 278.217 .227 -.4296 .3550 -1.1284 .2692 
EI_Relation_Man_Teamwork 
 2.930 .088 -.072 433 .943 -.0304 .4220 -.8599 .7991 
  -.079 284.152 .937 -.0304 .3842 -.7867 .7259 
EI_Self_Management 
 1.695 .194 -1.569 433 .117 -2.2335 1.4237 -5.0318 .5647 
  -1.694 272.840 .091 -2.2335 1.3183 -4.8289 .3618 
EI_Social_Awareness 
 7.464 .007 -1.725 433 .085 -1.0675 .6188 -2.2838 .1488 
  -1.967 311.508 .050 -1.0675 .5428 -2.1355 .0006 
EI_Relationship_Man 
 4.927 .027 -1.254 433 .210 -2.2009 1.7549 -5.6501 1.2483 
  -1.406 299.102 .161 -2.2009 1.5648 -5.2804 .8786 
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APPENDIX G: ESCI CONDITIONAL USE AGREEMENT 
- 1 
! 
ESCI Conditional Use Agreement 
For good and valuable consideration, lhe receipt and legal s ufficiency of which are hereby 
acknowledged, I hereby a.!,rree that the permission granted to me by Hay Group, Inc., to receive 
a nd utilize, without charge, the Emotional and Social Competen cy Inventory (ESCJ) is subject 
to the following conditions, all of which I hereby accept and acknowledge: 
I. I will utilize the ESCI for research purposes only and not for commercial gain. 
2. The ESC! and all derivatives thereof is and shal I remain lhe exclusive property of Hay 
Group. Hay Group shall own all right. title, and interest, including, without limitation, 
the copyright, in and to the ESCI. 
3. Twill not modify or c1·eate works derivative of the ESCI or permit others to do so. 
Furthermore, T understand that I am not permitted to reproduce the ESC! for inclusion in 
my thesis/research publication. 
4. T will provide Hay Grm1p with a copy of any research findings arising out of my use of 
the ESCI and will credit Hay Group in any of my publications re lating thereto. Hay 
Group may d.isseminate this research and report any results relating to the ESCT. 
5. l will not provide individual feedback to participants. 
6. HAY GROUP WTLL NOT BE DEEMED TO HAVE MADE ANY 
REPRESENTATION OR WARRANTY, EXPRESS OR TMPLIED, IN CONNECTION 
WTTH THE ESCl, INCLUDING, BUT NOT LJMfTED TO, THE IMPLIED 
WARRANTIES OR MERCHANTABILITY AND FITNESS FOR A PARTICULAR 
PURPOSE. 
7. My 1·ights under this Agreement are non-transferable and n o n-exclusive and will be 
l imited to a pe,;od of two (2) years from the date of this Agreement. 
8. Hay Group may immediately tet:minate this Agreen~ent by giving written notice to me 
in the event that 1 breach any of its tenus or conditio ns. 
9. This Agreement will be construed in accordance with the laws ofPe1msylvania without 
recourse to its conflict of laws principles. 
I 0. This Agree1nent may not be assigned by me without the prior written consent of Tlay 
G roup. Any attempted assignment shall be void. 
11. Failure by Hay Group to enforce any provisions of this AQreement will not be deemed a 
waiver of such provision or any subsequent violation of the Agreement by me. 
12. This is the entire agreement with Hay Group pertaining to my receipt and use of the 
ESCI, and only a written amendment signed by an authorized representative of Hay 
Group can modifY this agreement. 
ClfY-rg 
Signature 
Jui-tE:T CHtPwnue..o 
Print Name 
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APPENDIX I: EI ACCREDITATION CERTIFICATE  
  
 
